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Abstrak 

Pragmatik merupakan satu kecekapan komunikasi yang penting bagi tenaga kerja 

hospitaliti di Thailand. Pekerja Thailand dalam industri perkhidmatan hotel perlu 

memperoleh kecekapan berkomunikasi. Jadi, pengajaran pragmatik untuk pelajar 

sarjana muda EFL di Thailand dapat dipertingkatkan lagi dengan mengembangkan 

kecekapan pragmatik mereka. Kajian ini membandingkan  dua jenis kaedah 

pengajaran pragmatik, Kaedah Pengajaran Intervensi YouTube (YITM) dan Kaedah 

Pengajaran Konvensional (CTM) mengenai proses permintaan dan ucapan memohon 

maaf dalam perkhidmatan kaunter penyambut tetamu hotel di kalangan 60 orang 

pelajar EFL sarjana muda bidang Hospitaliti di Thailand. Kajian ini menyelidik 

pengajaran pragmatik dengan mengguna YouTube terhadap prestasi pragmatik pelajar 

dan persepsi mereka terhadap pembelajaran pragmatik dengan mengguna YouTube. 

Sampel dibahagi secara sama rata dalam kumpulan eksperimen dan kumpulan 

kawalan. Peserta dalam kumpulan eksperimen diajar menggunakan Kaedah 

pengajaran Intervensi YouTube. Data yang dikumpulkan melalui ujian melengkapkan 

wacana penulisan (WDCT) dianalisis secara kuantitatif dengan menggunakan statistik 

deskriptif, t-test, ANCOVA dan Cohens’ d, serta dikaji secara kualitatif dengan 

mendalam menggunakan analisis kandungan dan tematik. Hasil kajian menunjukkan 

bahawa kedua-dua jenis pengajaran meningkatkan prestasi pragmatik pelajar dalam 

ucapan permintaan dan memohon maaf. Pelajar yang belajar pragmatik melalui YITM 

menunjukkan prestasi yang lebih baik daripada kumpulan kawalan yang belajar 

melalui CTM dalam menggunakan permintaan dan ucapan memohon maaf dalam 

perkhidmatan kaunter penyambut tetamu hotel. Ini merangkumi kemampuan untuk 

menggunakan perlakuan pertuturan,kosa kata yang betul, serta memberi maklumat 

yang memadai dengan cara yang baik. Penemuan ini mendalamkan pemahaman 

tentang impak kemudahan pengajaran pragmatik menggunakan YouTube, dan 

memberikan cadangan untuk guru ESP/EFL dan pihak yang membangunkan bahan 

pengajaran bahasa Inggeris. 

 

 

Kata kunci: Prestasi  pragmatik, Pengajaran pragmatik, Kaedah Pengajaran 

Konvensional (CTM) dan Kaedah Pengajaran Intervensi YouTube (YITM), 

Permintaan, Memohon maaf. 
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Abstract 

Pragmatics is one of the most crucial communicative competences for the Thai 

hospitality workforce. The need to acquire communicative competence is a necessity 

for Thai workers in the hotel service industry. Therefore, pragmatic instruction for 

Thai EFL undergraduates can be further improved to develop their pragmatic 

competence. The present study aimed to compare the impact of two types of pragmatic 

teaching methods, YouTube Interventional Teaching Method (YITM) and 

Conventional Teaching Method (CTM) on the process of teaching request and apology 

speech acts in the hotel front desk service of 60 Thai EFL hospitality undergraduates. 

The study also examined the effect of pragmatic instruction with YouTube on students’ 

pragmatic performance and their perception on learning pragmatics with YouTube. 

The sample was divided equally into the experimental group and control group. The 

participants in the experimental group were taught using the YouTube Interventional 

Teaching Method. The data collected through a written discourse completion test 

(WDCT) was quantitatively analyzed using descriptive statistics, t-test, ANCOVA and 

Cohens’ d and qualitatively scrutinized with content and thematic analysis. The results 

indicated that both types of instruction improved learners’ performance of pragmatics 

in request and apology speech acts. However, students who learned pragmatics 

through the YITM performed better than the control group who learned through the 

CTM in using requests and apology in situations related to hotel front office service. 

This includes the ability to use correct speech acts, expressions and vocabulary, as well 

as provide adequate information in an appropriate manner. The findings provide 

insights into the facilitative impact of pragmatic instruction using YouTube, as well as 

present suggestions for EFL/ESP teachers and English instructional materials 

developers. 

 

Keywords: Pragmatic competence, Pragmatic instruction, Conventional Teaching 

Method (CTM) and YouTube Interventional Teaching Method (YITM), Request, 

Apology  
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                                             CHAPTER ONE 

INTRODUCTION 

1.1 Background 

English communicative competence is a basic requirement for human resources in 

international global business. English is widely used as the language for 

communication among travelers and service providers in the world  tourism industry.  

 

In Thailand, the tourism industry has been one of the most important service industries  

for decades, and has contributed significantly to the growth of the country's economy. 

A large number of international tourists visiting Thailand commonly use English to 

communicate with Thai tourism personnel, and this requires English communicative 

competence from the tourism workforces in order to provide good service and  

satisfying traveling experiences.  

 

In this section, the background of Thai tourism industry, English teaching in Thailand 

and English language competence for one of the vital tourism workforce , hotel front 

office staff are briefly reviewed.   

 

1.1.1 Tourism in Thailand  

Thailand, one of the most popular tourist attractions in the world was placed sixth in 

international tourist destinations in 2016 (World Travel and Tourism Council – 

WTTC, 2016). The tourism industry has contributed significantly to the economic 

growth of the country. The largest income generating sectors of the Thai economy is 

tourism (Bindloss & Taylor, 2004; Chamnankit, 2015). In order to generate more 

income, the tourism workforce has to be well equipped with English speaking skills to 
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make international deals. As a result, spoken English is valuable for people in the 

tourism industry workforce. Not only should English now be spoken by the Thai elite 

class or international graduates, but also by other people who are working in a wide 

variety of business sectors, companies and hotels. The importance of English for the 

tourism workforces in Thailand today is at the forefront, especially people who are 

working in the hospitality industry do have a variety of English speaking levels, 

ranging from five star hotels to guest houses. Workers’ different levels of English 

speaking ability depend on the tasks of their positions as well as their educational 

background. The way Thai tourism workers communicate with foreigners may be a 

kind of Thai charm for the tourist. Chamnankit (2015) proposed that  workers at a 

bungalow may speak a little English mixed with Thai to give tourists the Thai 

experience. However, English competencies for workers in five star hotels are a 

completely different case. These people speak English to deliver five star service, to 

be polite and have informative engagement in order to achieve the established hotel 

standards. This will make guests feel more welcomed and comfortable in the hosts’ 

establishments.  

 

In view of the increasing number of tourists arriving in Thailand, the need for 

proficient English language speakers in the Thai tourism industry has increased but 

there is a shortage of  tourism workers who speak and use good English (Wiriyachitra, 

2004; Hassan & Tik, 2019). This shortage of a workforce that lacks English language 

communication skills might cause misunderstandings between guests and the staff, 

which in turn creates negative feelings and attitudes. Consequently, to make a long-

lasting impression on the guests, the hotel staff must be equipped with English 

communication skills to deliver professional service.  
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In order to understand the English learning background of Thai tourism personnel, the 

next section elaborates on English teaching and learning in Thailand.  

 

1.1.2 English in Thailand  

Thailand is located in the center of the Indochinese peninsula of Southeast Asia, with 

a population of approximately 66 million people. English in Thailand is taught under 

the framework of English as a foreign language. Even though English has no official 

role within the country, English is widely used as an additional language in 

metropolitan and tourism regions (Chamcharatsri, 2013). It is used for international 

communication in business, trades, tourism services, and higher education. Recently, 

English has also been used among Thais as a means of international communication 

(Glass, 2009). The demand for English has increased immensely in a wider range of 

different aspects within Thailand. As such, English proficiency is a basic requirement 

of professional employment.  

 

Regarding English language education, English was initially taught during the reign 

of King Rama III. In 1921, English was part of the Thai national curriculum as a 

compulsory subject from the fifth year of primary education, equivalent to grade 5, 

according to the first Compulsory Education Act. Later in 1960, Thai students were 

required to study English as a compulsory subject from the fourth year of primary 

education and continuously in secondary education. At the tertiary level, Thai students 

continued to learn English as a compulsory subject. The knowledge of English was 

leveraged for international communication. However, given the 1978 national 

curriculum, English was revised to be taught as an elective subject. 



Universlti Utara Malaysia 

 

4 

 

 

To engage with the globalized world, the educational reform was launched in 1999, 

leading to the policy of teaching English which was promoted as a means of 

international communication. The National Education Act of 1999 and the result of 

the National Education Curriculum of 2002 were engaged in four strands: culture, 

communication, connection, and community as the core of English curriculum. The 

Act of 1999 and the 2002 curriculum has influenced English language policy and 

English language teaching in Thailand. ELT methodologies such as the functional-

communicative approach and Communicative Language Teaching (CLT) are applied 

in English language classrooms to equip Thai students with English communicative 

competence. They, therefore, can integrate local knowledge, globalization and 

communication with speakers from different linguacultural backgrounds through the 

use of English (Baker & Jarunthawatchai, 2017; Bennui & Hashim, 2014; Jindapitak 

& Teo, 2013; Teng & Sinwongsuwat, 2015; Trakulkasemsuk, 2018).  

 

However, Thailand has been ranked as a country with a low level of English 

proficiency ( Kongkerd, 2013). This report was of national concern and boosted the 

sense of urgency to improve Thai learners’ English language proficiency to equip them 

with adequate English communicative competence. The demand for communicative 

skills in English has gradually increased, especially since English was announced as a 

working language of ASEAN in 2015. In 2013, the Ministry of Education issued the 

National Policy of English Language Teaching for Basic Education. This policy was 

developed in accordance with the Common European Framework of  Reference for 

Languages (CEFR). It aims to enhance English Communicative Language Teaching 

approaches and improve Thai students’ communication competence and proficiency 
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in English throughout the twelve years of the Basic Education, that is primary and 

secondary education. After gaining secondary education or equivalent qualifications, 

Thai students are supposed to be “independent users” at CEFR’s level B1 (Office of 

the Basic Education Commission, 2008). In addition, Thai graduates are supposed to 

have a good command of English in their specific field of study and achieve effective 

English communication in real-life situations (Office of Higher Education 

Commission, 2013). Before graduation, Thai university students are required to take 

English proficiency tests to be qualified as “independent users” of B2 level or as 

“proficient users” of CEFR (Council for Cultural Co-operation Education Committee, 

2001, p. 23). It is likely that the revised policy of English language education in 

Thailand provides a new direction to raise the importance of English and to improve 

Thai students’ level of proficiency in English. English is perceived as a significant tool 

to connect with people across the world, to access new knowledge and modern 

technology, and to obtain better jobs and higher salaries (Chamcharatsri, 2013). Due 

to globalization, multilingualism and diversity of cultures in the globalized world, the 

teaching ideology of English in Thailand seems to have shifted to the emphasis on 

communicative competence and effective communication in English (Baker & 

Jarunthawatchai, 2017; Trakulkasemsuk, 2018). In this sense, Thai graduates will be 

better prepared with a higher level of English proficiency to communicative effectively 

in this era of globalization.  

 

In line with the growth of the tourism industry in Thailand, the need for English language 

competence among the tourism workforce of the hotel front office department is further 

discussed in the following section. 

 



Universlti Utara Malaysia 

 

6 

 

1.1.3 English Language Competence for Hotel Front Office Staff 

In Thailand, listening and speaking skills are essential for hotel front office staff while 

providing services for non–Thai guests (Kijpoonphol & Linh, 2020). Richards (2000) 

pointed out that there are varieties in functional categories of communication. In terms 

of the functions of the front office staff, the related functional categories are mainly 

developed based on the needs of the front office staff as follows: welcoming and 

greeting; communicating with prospective guests and present guests at the front desk; 

asking and understanding guest’s information; asking and giving hotel information; 

suggesting tourist attractions, local information and giving directions; and solving 

guests’ problems and showing sympathy.  

 

In previous studies, Chan (2002) studied the English language communication training 

needs of the front office staff at hotels in Kuala Lumpur. The survey looked at the 

English language communication training needs of front–office assistants in eight 4 

and 5–star hotels. The study found that good speaking skills was the most important 

factor in their career. This study suggested that the training courses for hotel employees 

should focus on job–based communicative activities. In 2011, Sarintorn Pongjuma 

(2011) studied the English proficiency level of 5–star hotel staff in Bangkok and 

examined the needs of hotels in terms of work–related English and general English. 

The survey evaluated the current state of English proficiency and identified needs. The 

study found that writing and reading skills were needed the least. The participants in 

the study suggested that employers should provide English training courses for 

professional development and use in daily life. Lu et al. (2015) investigated service 

quality and customer satisfaction and evidently reported that proficiency in English is 

required for those who choose to work in the hotel and tourism industries. This finding 
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supports Sirikhan and Prapphal (2011) who pointed out that hotel front office staff, in 

particular, should have fluency in English in order to communicate with foreign guests. 

They should be able to understand what guests need and be proactive in responding to 

satisfy guests’ expectations.  

 

The English communicative competence seems to be a crucial requirement of hotel 

front office staff. Obviously, hotel front office staff have the highest frequency of 

contacts with visitors, and they are concerned with the guests' satisfaction. Thus, the 

ability to communicate well in English is important for  hotel staff (Sirikhan & Prabpal, 

2011). Nevertheless, Ruiz Garrido and lborra (2006) and Vandermeeren (2005) have 

pointed out that those expert workers in the hospitality services require pragmatic 

skills. This statement supports Blum-Kulkas’ (1982) assertion that good English 

communication needs to be more than linguistic understanding, but also requires the 

skills to suitably produce and comprehend utterances in that language.  

 

Pragmatic competence is described by Chomsky (1980) as the “knowledge of 

conditions and manner of appropriate use (of the language), in conformity with various 

purposes” (p. 224). Correspondingly, Canale and Swain (1980) argue that speakers’ 

pragmatic competence covers the speakers’ ability to display their sensitivity to 

linguistic variation in different social settings. That is, to successfully handle the 

interaction with visitors/guests in hotel service encounters, the hotel personnel need to 

demonstrate their mindfulness of guests’ needs and satisfaction through their proper 

use of the language. Moreover, politeness, a part of pragmatic proficiency, plays a very 

important part in the hotel employees-guest communication. Blue and Harun (2003) 

stated that hospitality in hotel business is “commercial” hospitality. The dealings 
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between the hotel employees and visitors is a business transaction which prioritizes 

costs and benefits. Thus, the relationship between the hotel employees and guests 

cannot be too friendly; rather those communications are expected to be performed with 

some distance between the two parties. In the hotel interactions among staff and hotel 

guests, social distance, power, and the rank of imposition, which reflect the level of 

politeness, have to be considered carefully. Hence, hotel employees have to use 

politeness approaches in their communicative performance in order to keep positive 

relationships with the guests and boost the prospect of maintaining business.  

 

Pragmatic competence is a crucial aspect in language and communicative competence 

to provide five star service that maintain the standard of the Thai hospitality industry. 

The following section clarifies the statement of the problem  of pragmatic competence 

in the hotel service workforce which is the mitivation to conduct present research on 

teaching pragmatics toThai EFL Hospitality undergraduates.   

 

1.2 Problem Statement 

The effective communication in English across diverse linguistic and cultural 

backgrounds is a requirement for the 21st century global corporation (Matiu.O, 2011). 

English really means business; the effects of poor communication skills in English can 

be as serious as economic loss, destroyed business relationships, and unsuccessful 

business (Blue & Harun ,2003; Matiu, 2011; Sirikhan & Prapphal, 2011; Hassan & 

Tik, 2019). Similarly, hotel staff in Thailand generally use English as the primary 

medium of communication with foreign guests as they have the highest frequency of 

interaction with visitors, and they are concerned with guest satisfaction. Hence, 

Thailand, the country which is well known as one of the top ten tourist destinations of 
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the world needs  to maintain the growth of the country’s income from the tourism 

industry, and to continue as one of the popular tourism destinations in the world. It has 

become an important issue for Thailand to develop its tourism personnel’s pragmatic 

competence in English language communication.  

 

However, the previous research specified the challenge surrounding the English 

communication abilities of hotel personnel in Thailand,  as their English performance 

is still at a low level (Hassan & Tik, 2019; Lin & Vajirakachorn, 2015). The lack of 

English communication abilities of Thai hotel personnel leads to problems in the 

operation of satisfactory services for the hotel guests (Charunsri, 2011; Songkhro, 

2014; Teraporn, 2014; and Wannana 2005). When the tourists’ expectations of 

services are not met, it can generate problems for both guests and staff. The above-

mentioned studies also found that hotels in Thailand lack effective personnel who can 

run services that truly reflect their reputation as one of the most required tourism 

destinations for travelers around the world. It is not only the in-service human 

personnel that have problems communicating in English, but the pre-service education, 

in relation to English communication skills, is also unsatisfactory (Sirikhan & 

Prapphal, 2011; Songkhro, 2014).  Research pointed out that the failure of English 

language teaching in pragmatic pedagogy is based mainly on the students’ limited 

opportunities to use English in their everyday lives, their general lack of exposure to 

authentic English language (Jindathai, 2015; Noom-ura, 2013 ), course books that 

rarely offer pragmatic input (Cutbertson, 2017; Wichien & Aksornjarung, 2011), and 

poor motivation in English classes (Dhanasobhon, 2006; Jindathai, 2015; Noom-ura, 

2013; Wiriyachitra, 2002).  
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Nevertheless, audiovisual teaching materials such as videos found on YouTube are 

rich with authentic language communication scenarios. These audiovisual materials 

can be crucial for learning pragmatic knowledge and skills in English classes (Al-

Aghbari, 2016; Armstrong, 2008; Belz, 2007; Fujioka, 2003; Martinez-Flor, 2004; 

Rodrigez, 2015). Several researchers have focused on utilizing YouTube as a teaching 

resource in foreign language classes (Avellaneda, 2017; Jaturongkachoke & 

Chanseawressamee, 2013; Hayikalang, Nair & Krishnasamy, 2017; Singhkhachorn, 

2014; Yuan-Hsiang, 2012). However, there is limited pragmatic research conducted 

with Thai learners who study English as a foreign language. Among a handful of 

studies, Srisuruk (2011) and Thijittang, (2010) examined pragmatic strategies used by 

EFL learners. Phoocharoensil (2012) compared pragmatic competence of Thai 

students and native speakers. Songkhow & Agsornjurung (2014) and Sirikhan and 

Prapphal (2011) investigated hotel and tourism students’ pragmatic competence. 

However, a lack of research has been carried out to investigate the use of YouTube as 

an instructional material to teach pragmatics to Thai EFL students, and none of them 

centrally aims to explore the effectiveness of YouTube on the development of 

pragmatic competence in the context of Thai EFL Hospitality undergraduates. 

 

Therefore, given the students’ limited opportunities to use English in their everyday 

lives,  the lack of exposure to authentic English language, course books that rarely 

offer pragmatic input, and a poor motivation level in English classes as mentioned 

above, a  YouTube intervention teaching method may be the better way of acquiring 

English pragmatic use in hotel work for Thai hospitality students. This study aims to 

examine the effectiveness of YouTube materials on pragmatic instruction. Firstly, the 

research aims to ascertain the effects of teaching the speech acts of request and apology 
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through YouTube to Thai hospitality students as these pragmatic uses are reported as 

the most problematic acts in hotel front office services (Sirikhan & Prapphal, 2011). 

This will be done through explicit teaching of pragmatics through YouTube 

intervention. The explicit instructional approach has been confirmed by many studies 

to be beneficial on student’s learning achievement in different aspects (House, 1996; 

Hudson et al., 1992a, 1995a; Schmidt, 1990; Wildner- Bassett, 1984). Secondly, the 

present study aims to explore the role of YouTube intervention on learners’ pragma-

linguistic development patterns of request and apology. Thirdly, this research 

investigates students’ perceptions on learning the speech acts of request and apology 

through YouTube interventional instruction. The mixed methods research design with 

quasi experimental pretest-intervention/post-test design was adopted in this research, 

investigating Thai EFL hospitality undergraduates’ pragmatic competence of request 

and apology acts. The study focuses on utilizing YouTube as an alternative in the 

teaching of the pragmatic aspects of language (Martínez-Flor, 2008; Moradkhan & 

Jalayer; 2010; Rodriguez, 2015). Pragmatic teaching using YouTube video clips will 

be examined for its effectiveness in relation to the development of request and apology 

competence of EFL hospitality students in Thailand. This study investigates the 

usefulness of YouTube in teaching pragmatics and the effectiveness of the YouTube 

intervention pragmatic teaching model to facilitate the learning of pragmatics for Thai 

EFL hospitality undergraduates as mentioned earlier. 

      

1.3 Research Objectives  

There are three research objectives in this study: 

1. To ascertain the significant difference between the achievement of Thai Hospitality 

EFL learners learning request and apology speech acts utilizing the YouTube 
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Interventional Teaching Method (YITM) and that of the learners who learn from the 

Conventional Teaching Method (CTM) in terms of correct speech act, expression and 

vocabulary, amount of information and degree of appropriateness.  

2. To explore the pragma-linguistic development of learners who learn request and 

apology speech acts with the YouTube Interventional Teaching Method (YITM) 

before and after treatment. 

3. To examine the perceptions of the learners who utilize YouTube for pragmatic 

learning. 

 

1.4 Research Questions 

There are three research questions in the study: 

1. Do Conventional Teaching Methods (CTM) and YouTube Interventional Teaching 

Methods (YITM) have a positive effect on the EFL learners’ pragmatic competence? 

and what is the relative effect of YouTube Interventional Teaching Method (YITM)  

compared to Conventional Teaching Method (CTM) ? 

2. What is the pragmatic development in terms of speech act strategies and pragma-

linguistic competence performed by the learners before and after learning request and 

apology speech acts with YouTube intervention? 

3. How do Thai EFL hospitality students perceive learning pragmatics utilizing 

YouTube intervention? 

 

1.5 Research Hypotheses  

The six research hyphotheses of this study are detailed as follows:  
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H1: There is a statistically significant difference between pretest and post-test scores 

of request speech act performance in both groups;  (control group and experimental 

group)  

H2: There is a statistically significant difference between control group and 

experimental group in post-test scores of request speech act performance.  

H3: There is a statistically significant difference between  pretest and post-test scores 

of apology speech act performance in both groups, control group and experimental 

group. 

H4: There is a statistically significant difference between control group and 

experimental group in post-test scores of apology speech act performance. 

H5: There is a statistically significant difference between pretest and post-test scores 

of the total speech acts, request and apology in both groups (control group and 

experimental group). 

H6: There is a statistically significant difference between control group and 

experimental group in post-test  scores of total two speech acts performance, request 

and apology.  

 

1.6 Significance of the Study  

The significance of the study lies in the pedagogical implications which emphasise the 

effectiveness of teaching pragmatic competence, and employing the YouTube intervention 

as the instructional framework to Thai EFL hospitality English for specific purposes 

(ESP) classrooms. Thus, it is assumed that the existing technology can be well 

integrated into the English pragmatic classroom in an EFL context, where explicit 

teaching is carried out. 
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This study establishes a substantial justification for incorporating the specific 

curriculum components of instruction of pragmatic competence in classrooms i.e. 

integration of YouTube into the classroom to help EFL hospitality students achieve 

adequate performance levels of pragmatic competence. With the implementation of 

pragmatic teaching making use of YouTube intervention, the study will hopefully raise 

awareness of the effectiveness of YouTube among Thai EFL learners of English who 

are learning English pragmatics. 

 

1.7 Scope of the Study 

This study is chiefly limited to the Thai EFL undergraduate students, majoring in 

Hospitality in their third-year of a bachelor degree at two campuses under Rajamangala 

University of Technology Srivijaya in Thailand (see appendix L). In this study, the 

YouTube Interventional Teaching Method and the DCT test are used to teach and test  

pragmatic competence, based on request and apology acts at the hotel front desk 

service .Therefore, the other speech acts are beyond the scope of this study. In 

addition,the central objective of this study is to critically evaluate the instructional 

pedagogies only for the acquisition of pragmatic competence so the use of correct 

grammar and nonlinguistic components are not included in this study. Lastly, the 

present study investigated the effectiveness of using Youtube interventional teaching 

method (YITM) in teaching pragmatic competence. The results are compared to that 

of students who learn pragmatic competence through Conventional Teaching Method 

(CTM), the scope of this study is limited to the comparison between the two methods 

in teaching request and apology speech acts which hotel receptionists use at the front 

desk department.  
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1.8 Definition of Key Terms 

The present study defines the operational research key terms as follows: 

Pragmatics: Pragmatics is the study of language from the point of view of the users, 

especially of the choices they make, the constraints they encounter in using language 

in social interactions, and the effects their use of language has on the other participants 

in an act of communication. The pragmatics relies on language users, communicative 

context, situated meaning and relation between the speaker and the hearer (Crystal, 

1997). 

 

Pragmatic Competence: Pragmatic Competence refers to the ability to use language 

appropriately in different social situations. Pragmatic competence is defined as the 

knowledge that learners use to perform a speech act successfully when communicating 

with native speakers of the target language (Bachman ,1990). Pragmatic competence 

in this study is the ability to perform requests and apologies using the correct speech 

acts, the appropriate expressions and vocabulary, and the appropriate amount of 

information. 

 

Request: The request is an illocutionary act which a speaker sends to a hearer, 

targeting the hearer to perform an act which is of the benefit of the speaker. It is 

considered as a face threatening act (FTA) since it could influence the hearer’s 

undesirable facial expression. The speaker involves the hearer to some future action 

that fits the speech acts’ aim which is to get goods or services (Trosborg, 1995). The 

request in this study is based on hotel front desk service, within hotel receptionist and 

hotel guest communication. 
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Apology: Apology speech act refers to a compensatory action to an offense in the 

doing of which the speaker is causally involved, and which is costly to the hearer 

(Bergman & Kasper, 1993). The speaker tries to restore a polite understanding to the 

person who had been threatened or offended by using linguistic realizations within a 

hotel receptionist and hotel guest communication. 

 

YouTube Intervention Teaching Method (YITM): YITM is a teaching method, in 

which students learn pragmatics through YouTube Intervention Teaching. The 

students learn request and apology by watching YouTube video clips, teacher 

explanation of texts, and role play activities on pragmatic awareness of request and 

apology structures and strategies. The teaching procedure in the YouTube 

Intervention Teaching Method  is adapted from Bardovi-Harlig (2001), Eslami and 

Liu (2013). involves form search, form comparison, form analysis, practice, 

discussion and feedback.  

 

Convention Teaching Method (CTM): CTM is a method of learning pragmatics 

through Conventional Teaching Method, which focuses on teacher explanation of 

texts and role play activities of pragmatic awareness and request and apology 

structures and strategies. The participants in Conventional pragmatic teaching use 

textbooks and pragmatic student handouts.  

 

Thai EFL Hospitality Undergraduates (TEHUs): The participants in this study 

(TEHUs) were 60 third-year Hospitality students s t u d y i n g  i n  t h e  Hospitality 

Program at Rajamangala University of Technology Srivijaya (RUTS) in Songkhla and 

Trang Campuses, Thailand. They were studying in the second semester of 2017. 
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1.9 Organization of the Study 

 

The study is organized into five chapters. Chapter One introduces the background of 

the study, the statement of the problem, the research questions, the research objectives, 

the research hypotheses, the significance of the study, the definitions of key terms and 

the scope of the study. Chapter Two is the comprehensive review of literature related 

to teaching pragmatics. The chapter begins with tourism in Thailand, English in 

Thailand, pragmatic competence, and pragmatics in hotel encounters, teaching 

pragmatics, and using YouTube in teaching pragmatics. Then, the theories informing 

L2 pragmatic development are summarized, with special attention paid to noticing 

hypothesis, the cognitive theory of multimedia learning, speech act theories, and 

politeness theories go together with assessing pragmatic competence and language 

learners’ perceptions. This chapter concludes with the conceptual framework of the 

study. The third chapter is the research methodology discussed in detail. It includes the 

research design, data collection techniques and procedures, pilot testing, and analysis 

and interpretation of data, and how ethical considerations were ensured in the conduct 

of the study. Chapter Four presents the findings of the study according to the order of 

the research questions. It focuses on the effect of YouTube videos on students’ 

pragmatic competence,  the pragmalinguistic tasks which were performed by learners 

and the learners’ perceptions of their learning.   The last chapter, Chapter Five, is the 

summary of findings, conclusions and implications. It also discusses the limitations of 

the study. It ends with the recommendation for future research.  
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CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

This chapter reviews the relevant literature concerning the development of pragmatic 

competence and the application of technology in language classrooms. It begins with 

definition of pragmatics and pragmatic competence, English language competence for 

hotel front office staff, pragmatics in hotel encounters, pragmatics in language 

instruction, and YouTube as an audiovisual resource in teaching pragmatic 

competence. Then, the theories informing L2 pragmatic development are summarized, 

with special attention paid to: noticing hypothesis, the cognitive theory of multimedia 

learning (CTML), speech act theories,  politeness theories, assessing pragmatic 

competence, and language learners’ perceptions. This chapter concludes with the 

conceptual framework of the study. 

 

2.2 Definition of Pragmatics 

According to Leech (1983), pragmatics is an account of comprehension and   

production of  linguistic  action among people   in particular  contexts. He classifies 

pragmatics into two sub-areas:  sociopragmatics  and pragmalinguistics. 

Sociopragmatics is related to relations of social behavior and the appropriateness of 

linguistic forms which depend on a given context or culture.  It centers around what is 

acceptable  and  appropriate  language  use, while pragmalinguistics is related to 

linguistic  forms and  the  linguistic  strategies  for expressing a speaker's intention. 

 

Kasper and Rose (2001: 2) define pragmatics as "the study of communicative action 

in its sociocultural context. Communicative action includes not only speech acts, but 
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also participation in conversation, engaging in different types of discourse, and 

participating in speech events of varying length and complexity". 

 

Regarding pragmatic competence, Bachman (1990) defines it as the knowledge that 

learners use to perform a speech act effectively in communicating with native speakers 

of the target language.  It is basically noted that the term "competence" in pragmatics 

is different from the term "actual performance".    It  does  not  only  depend on  the  

abilities of  understanding and producing speech acts and knowledge of different 

dialects or registers, but also the ability to select appropriate linguistic forms to 

understand a certain speech act. 

 

Thomas (1995) states that pragmatic competence is the ability to produce meaning in 

a socially appropriate manner and to interpret meaning explicitly or implicitly while 

Taguchi (2007) views that pragmatic competence has been analyzed mainly from 

production skills, especially production of speech acts.  

 

From the aforementioned definitions of pragmatics, the term pragmatics in this study 

is narrowly referred to Thai EFL hospitality undergraduates pragmatic competence. 

Since the context of hotel Front Office Department is the frame of this study, 

pragmatics in this study means the appropriateness to perform linguistic forms to 

respond to the simulated hotel guests related to given situations performed in the hotel 

front office department.  
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2.3 Pragmatic Competence 

Conventionally, communicative   language ability includes a number   of specific 

competences. Canale and Swain’s (1980), mentioned and cited by Canale (1983), 

suggested four components of communicative competence. They explained that 

communicative competence is consisted of 1) grammatical competence which is the 

acknowledgement of the language code (grammatical rules, vocabulary, 

pronunciation, spelling, etc.); 2)  the sociolinguistic competence (pragmatic 

competence) as a competence at the use of sociocultural language code (appropriate 

application of vocabulary, register, politeness and style in a given situation); 3) 

discourse competence which centers around the ability to integrate language structures 

into different kinds of texts (e.g., political speech, poetry) and lastly,  strategic 

competence which refers to the acknowledgement of verbal and non-verbal 

communication strategies to produce the efficient communication and possibly assist 

the learners to get over the barriers during the communication breakdowns occur. 

 

Bachman (1990) described the term communicative competence as a communicative 

language ability and classifies communicative language ability into three features: (a) 

strategic competence; (b) psycho physiological    mechanisms;  and   (c)   language   

competence. In terms of the strategic competence, it enables the learners to link the 

language into the structures   of   language’s users as well as the context in which 

communication occurs. This competence is used to perform assessment, planning, and 

functional implementation in order to meet communicative goals successfully. 

Secondly, psycho-physiological mechanisms are used to monitor the channel and 

means through which they are employed. Finally, language competence is divided into 

two features:   organizational   competence   and pragmatic competence. Bachman's 
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(1990) organizational competence consists of grammatical   competence   and textual   

competence; the first is related to the   knowledge   of vocabulary, morphology, syntax, 

and   phonology/ graphology while the latter is pertaining to cohesion and rhetorical 

or conversational organization  to generate a text. For the pragmatic competence, there 

comprise illocutionary competence which enables the speakers to use language to 

express a wide range of functions and sociolinguistic competence which helps the 

speakers to perform appropriate language functions in a given context accurately in 

terms of sociolinguistic conventions.  Illocutionary competence consists of four 

macro-functions: (a) knowledge of ideational functions; (b) knowledge of 

manipulative functions; (c) knowledge of heuristic functions (use commonsense); and 

(d) knowledge of imaginative functions (figurative language). For sociolinguistic 

competence, Bachman (1990) referred to it as the skill to use language functions in an 

appropriate way to the context. Bachman and Palmer (1996) digests sociocultural rules 

among L2’s framework of "ability for use": 

“Sociolinguistic knowledge enables us to create or interpret language that is 

appropriate to a particular language use setting.  This includes knowledge of the 

conventions that determine the appropriate use of dialects or varieties, registers, 

natural or idiomatic expressions, cultural reference and figures of speech. When we 

use different registers ... sociolinguistic knowledge is involved.” (p. 70) 

                                                                       (Bachman and Palmer, 1996: 70) 
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Figure 2.1 below illustrates Bachman's (1990) components of language competence 

affecting language learner performance 

 

Figure 2.1 Components of language competence (Bachman, 1990: 87) 

 

In this study, Bachman's (1990) components in language competence, particularly in 

pragmatic competence, have the direct implication for the study on Thai EFL 

hospitality students’ pragmatic acquisition.  

 

Based on Bachman's (1990) model of language competence which is related to 

pragmatic learning, pragmatic competence is defined as follows:  

"The knowledge necessary, in addition to organizational competence, for 

appropriately producing or comprehending discourse.  Specifically, it includes 

illocutionary competence, or the knowledge of how to  perform speech acts, and 
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sociolinguistic competence, or the knowledge of the sociolinguistic conventions which 

govern language use." 

(Bachman, 1990: 42) 

 

Pragmatic competence is vital and essential component of communicative 

competence, the theoretical framework of pragmatic competence in this study is based 

on Bachman's (1990) framework of "communicative language ability" because this 

framework relates directly to the studies of L2 learners' comprehension of the 

production of speech acts and acquisition of their L2 related speech acts. 

 

In a nutshell, pragmatics is the production and understanding of speech acts and their 

appropriateness in given situations.  Thus, this study applies Bachman's (1990) notion 

of pragmatic competence to ascertain the effect of pragmatic competence of Thai EFL 

hospitality undergraduates in performing language functions happening in request and 

apology in the hotel Front Office Department. The pragmatics in hotel encounters are 

reviewed in the next section. 

 

2.4 Pragmatics in Hotel Encounters 

 Brown and Levinson's (1987) theory of politeness  has been widely used to describe 

pragmatic features in communication, including the guest-staff encounters in hotel 

and tourism industries. In these encounters, both hotel staff and guests expect to 

act accordingly within the rules of communication in these businesses. That is, the 

front line hotel staff need to concentrate on attending to  the guests' needs, which 

is related to Brown and Levin's notion of "face" (Blue & Harun, 2003).  
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Brown and Levinson (1987) describe t h e  politeness strategies that are usually 

employed in communication as presented in Table 2.1. 

 

Table 2. 1 

Politeness strategies 

Positives politeness strategies Negative politeness strategies 

1. Notice, attend to hearer’s interests, 

wants, etc. 

1. Be conventionally indirect 

2. Use in-group markers 2. Question, hedge 

3. Be optimistic 3. Be pessimistic 

4. Seek agreement 4. Minimize the imposition 

5. Indicate common ground 5. Give deference 

6. Offer, promise 6. Apologize 

 

Face is known as one of the basic wants or needs of every member of the society. 

The hotel guests also inherently have those needs. For instance, they need to be served 

according to what they have paid, and need their complaints to be listened to. 

According to the aspect of politeness in the context of hotel front office staff and 

guest interaction, not only is positive politeness used in hotel contexts, but  negative 

politeness is also frequently used. 

 

This study focuses on the linguistic politeness that Thai students, majoring in 

hospitality programs, express verbally through their use of language in hotel front 

desk interactions. The possible linguistic form of speech acts and politeness 

strategies used in the hotel-guest communication have been carefully reviewed and 

the following  can be concluded:  

 

According to the study of Blue and Harun (2003), they concluded that there are four 

features that hotel receptionists tend to use in hotel front desk service. Firstly, they 

revealed that hotel receptionists  use modal verbs (e.g. "could", "would") to make 
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speech more indirect. The modal verbs are often viewed as m o r e  p o l i t e . This use 

of modals to show politeness to the guests has been described in sociolinguistic rules 

of language as an important element of language use for the service industry staff, as 

the interaction or relationship between the hotel staff and guests in these service 

encounters is impersonal (Blue & Harun, 2003). It can also be perceived as status- 

unequal encounters. Thus, it is necessary for the staff to be aware of being polite while 

talking with guests and offering the service. Hence, the less direct and less 

confrontational tone is important in hotel–guest communication. Presented below are 

the examples of how these utterances made by receptionists to the hotel guest, which 

gradually increase in indirectness and politeness (Folse &Vitanova, 2006, pp. 52-53): 

This example can explain how modals contribute to politeness in the service 

encounters.  

Sign your name. 

Can you sign your name?  

Could you sign your name? 

Would you sign your name? 

 

The second feature that has been widely used  in the service encounters is the address 

forms and politeness markers. Addressing people by title, first name, last name, 

nickname, or some combination of these also depend on the variables, e.g. social 

distance, relative power, and the rank of imposition. For example, addressing people 

by title "Mr. Higgins" indicates inequality and unfamiliarity while addressing only 

the first name suggests equality and familiarity (Wardllaugh, 1990). Since the 

relationship between the hotel staff and guests involves a transactional status, like 

the doctor-patient interaction which suggests unequal status and formal relationship, 
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this relationship between guests and staff can be said to affect the language use. For 

instance, the hotel staff are required to treat the guests as superior or show them 

respect, so negative politeness strategies are also used. In so doing, the hotel staff 

spontaneously address the guests by using "Sir" or "Madam" or addressing the title 

and last name, "Mr. Lewis"' and "Miss White". In addition, "please"' is used in 

order to mark indirect force like "Hold the line, please" or "Can you just check 

through the details, please?". It is a tendency that when the hotel staff decides on a 

choice of politeness strategies, they consider how socially close or distant they are 

from the guest. It is clear that social condition affects the language used in hotel 

staff-guest communication. 

 

Third, the ability to realize that speech acts strategies can also affect the degree of 

politeness. For example, in making a request, the mood of utterance production can 

contribute to the politeness hierarchy, in the following order: interrogative–most polite 

(e.g. “Could you please…?”); declarative-next most polite (e.g., “I would like”.); 

imperative-least polite (e.g., “Give me…’). Generally, using a question as a request 

gives the hearer a greater negative “face” or negative politeness, than does either the 

declarative or the imperative mood (Carrell & Konneker, 1981). Clearly, the varied 

mood in the utterance production contributes the most to politeness distinctions. 

 

The final feature is the use of formulaic expressions. This study reported that the 

language used in  textbook conversations is different from that in Blue and Harun's 

(2003) observations on site of hotel host-guests dialogues. Noticeably, the dialogues 

in textbooks are formal, patterned and overly explicit. Sentences use conventional 

means, for example, "Would you like ...? ", "Do you have a preference for ... ?,  "I 
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will put you through to ... ", "Would you like X or Y? ", and "May I take your home 

address, please?" The utterances are formal, even if there are some use of ellipses  

like "And   the  name,  sir,  is  ..." and "And  your  address?"  in  the  hotel 

encounters. 

 

With the devotion to focus on pragmatic teaching in the English language  classroom 

for Thai EFL hospitality students, the next section looks at pragmatics in language 

learning. 

 

2.5 Pragmatics in Language Instruction 

Kasper (2000) specified that language class activities in EFL settings often offer 

limited exposure to the target language and do not expose learners to sufficient 

sociolinguistic input to develop proper pragmatic competence in the target language. 

Thus, pragmatic competence does not seem to be enhanced adequately in EFL 

classroom contexts. He also claimed that many aspects of pragmatic competence 

cannot be acquired without a specific focus (Kasper, 2000). Furthermore, Schmidt 

(1993) had suggested that only exposure to the target language is not  sufficient or 

effective to develop the learner’s pragmatic competence; pragmatic functions and 

relevant contextual factors are often not highlighted and noticed by the learners 

despite the prolonged exposure. This limitation has led to demands for alternative 

instructions that most likely achieve pragmatic learning better than the traditional 

classroom. 

 

On the contrary, Kasper and Rose (2002) proposed that learners may develop their 

pragmatic competence of the L2 language in the classroom through two possibilities: 
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1.) learners may learn about pragmatic competence of the target language from 

those classroom activities that are not intended for the development of a pragmatic 

function, and 2.) they might learn from instructional activities that are directly 

planned towards the acquisition of pragmatic competence. The present study was 

motivated by the la t e r observation tha t  language learners can learn pragmatic 

competence of the target language through planned classroom activities and views 

that explicit pragmatics instruction is needed in foreign-language classrooms to 

develop learners’ pragmatic competence. 

 

Under the explicit instruction of pragmatic competence in classroom settings, learners 

are assigned to engage in metapragmatic activities that focus mainly on the aspects of 

pragmatic competence of the target language while this opportunity is not offered by 

the implicit teaching method (Rose, 1997). Research h a s  shown that metapragmatic 

information of the target language can generally be learned effectively when explicit 

instruction is integrated. Several studies have examined the effect of explicit 

instructions on pragmatic knowledge. Most of these studies found a positive impact 

on language learners’ pragmatic knowledge in several aspects: pragmatic fluency 

(Tateyama et al., 1997; Tateyama, 2001; Wildner- Bassett, 1994; Koike and Pearson, 

2005), apology (Eslami, 2005; Olshtain & Cohen, 1990), conversation closing 

(Bardolvi-Harlig et al., 1991), requests (Takahashi, 2001; Eslami, et al., 2004; Rose, 

1994; Fukuya, 1998), compliments (Rose &  Kwai-fun, 2001), and conversational 

implicature (Bouton, 1994; Kubota, 1995). These findings have supported and 

provided sufficient evidence that pragmatic competence can be learned or enhanced 

through explicit instructional activities. That is, the explicit teaching methods can be 
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more effective than merely exposure to the target language, without any forms of 

explicit teaching.  

 

Regarding teaching pragmatic competence in the classroom, there are some 

considerations suggested to be aware of, particularly teaching materials. For instance, 

the use of course books has been criticized for their lack of pragmatically appropriate 

input provision; they do not always provide learners with real or natural speech act 

samples. Even worse, course books sometimes misrepresent speech act samples in real 

language use (Boxer, 2003; Lo Castro, 2003; Basturkmen, 2004; Kakiuchi 2005; 

Salazar 2007; Usó-Juan, 2007; Grant & Starks, 2001; Martínez-Flor & Usó-Juan, 

2010b; Zangoei & Derakhshan, 2014; Derakhshan & Zangoei, 2014). Practice 

opportunities were also limited to role-play tasks in which little conversational routines 

were offered to the learners (Meier, 1997). Furthermore, little and non-adequate 

pragmatic information has been provided throughout activities in course books 

(Vellenga, 2004). 

 

As mentioned  above, the advantages of explicit pragmatic teaching in classes  were 

obviously proven by many studies. Furthermore, the benefit of using online material 

such as YouTube was positively reported (Alwehaibi, 2015; Balan, 2012). The next 

section  reviews on ideas about teaching pragmatic competence with YouTube 

teaching materials. 

 

2.6  YouTube as Audiovisual Resources in Teaching Pragmatic Competence 

Crandall and Basturkmen (2004) have described the difficulties in teaching pragmatic 

competence in the classroom. For instance, speech acts, realization strategies, and 
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conversational patterns are limited and the opportunities to practice are scarce. 

Washburn (2001) also pointed out some of the challenges the learners faced within the 

pragmatics’ learning process which were the  result of the lack of appropriate input, 

such as varied and naturally occurring input in contexts, and awareness of the forms, 

norms, limits and direct or explicit feedback about norm-violation in real and natural 

contexts. In a similar way, Derakhshan and Zangoei (2014) claimed that English 

conversations in classrooms often consist of inadequate pragmatic materials since 

pragmatics only plays a subsidiary role in textbook and course material ( Boxer & 

Pigering ; Vellenga, 2004).  

 

As a response to the mentioned problems, some research in the area of advancing 

technology and the availability of video with multilingual soundtracks  has 

investigated the potential of audiovisual sources, i.e YouTube video clips as a rich 

source of language input in teaching pragmatic competence in classroom (Alcón & 

Guzmán Pitarch, 2010; Omanee & Krishnasamy, 2019; Cruse, 2007; Codina, 2008; 

Martínez-Flor, 2008; Moradkhan & Jalayer, 2010). These audiovisual sources 

provided by YouTube Video clips, offer the learners  authentic pragmatic input as 

they present conversations within a specific communicative context and between real 

interactants in real-life situations. Vandergrift (2007) claimed that YouTube has 

developed new and authentic learning materials from which learners can most benefit. 

The availability of YouTube videos with multilingual soundtracks and the possibility 

of using written support (i.e. subtitles) can be exploited in teaching pragmatics.  

 

Moreover, YouTube Video clips are important tools for supplementing textbooks with 

more real, useful and authentic resources offered to the learners (Moradkhan & 



Universlti Utara Malaysia 

 

31 

 

Jalayer, 2010);  they are shown with contextualised situations in which a wide range 

of speech acts and everyday common expressions are used. Therefore, the researcher 

in the present study believes that YouTube Video clips are one of the richest and most 

useful types of material through which pragmatic competence can be learned, due to 

the fact that conversation is presented with a communicative purpose.  

 

Generally speaking, the use of YouTube Video clips has been regarded as a useful 

and thought-provoking tool in language learning, in that learners can hear and see the 

process of communication and experience it in real time, taking  into account the 

variables of participants (e.g. gestures, gaze, and facial expressions among other 

aspects), and the context where the conversation is taking place (immediate context 

or microcontext, and macrocontext), including cultural aspects of the target context.  

 

Learning pragmatics using YouTube video clips can be described as video driven 

learning. The use of video-driven prompts as authentic input can have a positive effect 

on the learners’ development of sociopragmatic and pragmalinguistic competence 

(Abrams, 2014; Derakhshan & Zangoei, 2014; Cohen, 2005; Fernández-Guerra, 2008; 

Goldstein, 2010; Kahnke & Stehle, 2011; Kaiser, 2009; Lay, 2009; Rose, 2001; 

Saville-Troike, 2002; Sundquist, 2010; Tognozzi, 2010; Tatsuki & Nishizawa, 2005).  

 

Derakhshan and Zangoei (2014) argued that the use of YouTube video clips as an input 

source is thought to enhance awareness of the sociopragmatic and pragmalinguistic 

components of pragmatics. It can also provide a variety of contexts for addressing 

different pragmatic aspects of the language (Alcón 2005; Grant & Starks, 2001; 

Martínez-Flor, 2007; Derakhshan and Zangoei, 2014).  Koike (1995) found that video 
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contextualises the linguistic production. Similarly, Fluitt-Dupuy, (2001) also pointed 

out that the use of YouTube clips can increase students’ interest and motivation. Mayer 

(2001) suggested that learners received an additional load of information when they 

were presented with pictures, words, and texts on screen.  

 

According to the role of YouTube in language teaching, it should be concluded that 1) 

YouTube video clips can be a good source of input to employ in fostering learners’ 

pragmatic abilities and 2) those YouTube video clips can be sources of input; they 

provide close to real language examples within their context, and allow the generation 

of relevant classroom activities.  

 

As suggested by prior studies, the use of YouTube materials can provide both a focus 

on linguistic forms, while also taking into account that the real contexts in which 

interactions take place, and can lead to the learning of some pragmalinguistic routines. 

The researcher of this study believes that at some learning stages, the use of 

audiovisual materials with a focus on both form and meaning within a specific context 

reflecting real life behavior patterns, would motivate and increase learners’ willingness 

in learning pragmatic competence in the target language. This research aims to provide 

evidence for what could benefit the language learners who learn pragmatic competence 

of a foreign language in three pragmatic aspects (i.e. speech acts, politeness, and 

context) when they learn English in class using YouTube video clips. 

 

In order to form YouTube intervention teaching approach in pragmatic teaching for 

Thai hospitality students in this study, the main theories used in this study are dissussed 

in the following sections.   



Universlti Utara Malaysia 

 

33 

 

 

2.7  Theoretical Frameworks 

This study investigates the use of YouTube videos to enhance the learning of speech 

acts and pragmatic competence of the L2 or FL learners. The use of YouTube in this 

context of learning is seen to be supported by several theoretical theories, e.g. the 

noticing hypothesis from the works of Schmidt (1990; 1993a; 1994a; 1995), the 

Cognitive Theory of Multimedia Learning, the speech acts theory (Austin, 1962),  

and Brown and Levinson’s (1987) politeness theory. These concepts and theories 

provide the framework for the analysis of the pragmatic production of the Thai EFL 

learners in this study. These concepts and theories are described in the following 

sections. 

 

2.7.1 The Noticing Hypothesis 

Schmidt (1990, 1993a, 1994a, 1995) described the role of conscious attention to 

input in L2 acquisition in his theory of noticing hypothesis. He proposed that learning 

the target language requires a certain level of awareness of the learners to be able to 

notice what is to be learned in the classroom activities. To acquire second or foreign-

language pragmatics, Schmidt (2001) pointed out that global alertness to target 

language input does not seem sufficient; attention has to be “directed to whatever 

evidence is relevant for a particular domain. In order to acquire pragmatics, one must 

attend to both the linguistic forms of utterances and the relevant social and contextual 

features with which they are associated.” (p. 30). Moreover, Schmidt clearly 

distinguished the differential notions of noticing from understanding. Noticing is 

generally defined as the conscious registration of the occurrence of some events, 

while understanding can be described as the ability to recognize some general 



Universlti Utara Malaysia 

 

34 

 

principles, rules, or patterns. He emphasized that “noticing refers to surface-level 

phenomena and item learning, while understanding refers to deeper levels of 

abstraction related to (semantic, syntactic, or communicative) meaning, system 

learning” (p. 29). 

 

Schmidt (1995) elaborated further on the distinction between noticing and 

understanding as follows:  

In pragmatics, awareness that on a particular occasion someone says to their 

interlocutor something like, ‘I’m terribly sorry to bother you, but if you have 

time could you please look at this problem?’ is a matter of noticing. 

Relating the various forms used to their strategic development in the service 

of politeness and recognizing their co-occurrence with elements of context 

such as social distance, power, level of imposition and so on, are all matters 

of understating (p. 30).  

 

The notion of the Noticing Hypothesis, in the present study was used since it suggests 

and offers suitable explanation of the ideas of noticing and understanding in acquiring 

pragmatics with YouTube. Thai EFL hospitality students  notice elements of context 

appearing in YouTube conversations, with conscious attention to the the linguistic 

forms of utterances and the relevant social and contextual features in YouTube clips’ 

dialogs, and then recognize them. Along with this concept, this study further relies 

more on the Cognitive Theory of Multimedia Learning which also plays a key role in 

how to choose or produce the YouTube clips for teaching pragmatic. This notion is 

presented in the next part.  
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2.7.2 Cognitive Theory of Multimedia Learning  

The central principle of the Cognitive Theory of Multimedia Learning (CTML) is 

based on to what extent multimedia learning works, that is, how the learners 

understand the instructional materials, and build up their relationship with the 

acquired knowledge (Sorden, 2012). Researchers have agreed that the core elements 

of multimedia learning and how the mind works are embedded in three learning 

assumptions: dual channels, limited capacity, and active processing. The activation 

and work of these assumptions are described below:  

I. Dual channels 

According to Austin (2009), “the dual channel processing assumption is based 

on the seminal work by Paivio” (p. 1340). Learners have different channels in 

their brain for processing visual and verbal materials separately (Mayer & 

Moreno, 2003). The learners will select relevant words for processing in their 

verbal working memory, and relevant images for processing in their visual 

working memory (Toh, Munassar, & Yahaya. 2010).  

 

II. Limited capacity 

 There is a limit to the amount of information (verbal and visual) each channel 

can process.  

 

III. Active processing 

 In order for meaningful and deeper learning to occur, it is dependent on the 

learner's cognitive processing to be able to select, organize, and integrate the 

information (verbal and visual) being presented with prior knowledge (Mayer, 

2008).  
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The connections of the three assumptions to CTML is shown in Figure 2.2 which 

refers to the work of the mind in instructional multimedia.  

 

Figure 2.2 Working memory by Mayer, 2001 

 

Based on Mayer and Moreno (2003), "the two rows contain information-processing 

channels (auditory/verbal channel and then visual/pictorial channel)” (p. 44). The 

five columns in this model refer to the knowledge means presented. Learners begin 

by watching instructional multimedia presentations which consist of words (or/and 

audio) and pictures which are the physical illustrations. Then, hearers’ ears and eyes 

can access the sensory illustrations. The textual/auditory features and pictures are 

transferred to their working memory. The learners decide to select which text and 

pictures to be kept in long term memory. To access and incorporate words and 

images, the text or visualization which the learner watches at first needs to be kept 

in working memory as the learner watches the second source (Schmidt-Weigand, 



Universlti Utara Malaysia 

 

37 

 

Kohnert, & Glowalla, 2010). Then, the learners will incorporate these selected 

components with related prior knowledge.  

 

The arrows in this model refer to cognitive procedure. The arrow from “words” to 

“ears” signifies the processing of the spoken words via the ears. The arrow from 

“words” to “eyes” is for written materials. Pictures are processed via the eyes. From 

the sensory memory to working memory, the arrows “selecting words” and 

“selecting images” represent the learner’s selection of specific choices of learning 

through words and images. Then, these selected words and images are built into a 

logical verbal and pictorial presentation. The last arrow points from “long-term 

memory” to “working memory”, whereby the learners incorporate the verbal and 

pictorial pattern with related prior knowledge. Working memory is restricted in 

storage and is sequential, while long-term memory has no boundaries (Schweppe & 

Rammer, 2014). 

 

Cognitive Load Theory (CLT) delineates how the brain processes selected input 

sensory information to working memory (Sorden, 2005), which is the main theory 

that designers need to conform to when producing instructional multimedia. The 

processing of information can only be a limited amount at a time presented to the 

learners; the material should not contain unnecessary content such as amusing 

cartoons in the instructional multimedia that divert the learners from the essence of 

the teaching content. Designers must weigh the use of visual and verbal content when 

designing instructional multimedia items to efficiently equip the learners with the 

learning process (Bull, 2013). Mayer (2009) creates 12 standards for multimedia 

design to help designers integrate visual and verbal channels in balance.  
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The principles of multimedia design are described as follows: 1.) Multimedia 

instruction materials which include words and pictures are more likely to be more 

effective for learners than solely used words (Bull, 2013). 2.) Multimedia materials are 

better designed for the learners when words and graphics are put near to each other 

(Sorden, 2012). 3.) Instructional multimedia materials should portray words and 

graphics together rather than one after another, whereby learners can better respond 

(Sodern, 2012). 4.) Instructional materials should contain only the relevant 

components. 5.) Pictures and narrations are more effective than text and graphics on a 

page. 6.) Many types of materials, e.g. graphics, narration, and printed text, should not 

all be included in one slide/frame. 7.) The instructors should speak in a simple, 

conversational style, not in formal conversations (Sorden, 2012). 8.) Key ideas in the 

instruction materials should be pointed or arrowed in order for learners to identify and 

learn information more easily. 9.) The lessons should be separated into chunks rather 

than all in one unit/section (Sorden, 2012). 10.) Instructional multimedia should have 

a pre-training section emphasizing the purposes and main ideas the learners will learn 

about in the main section. 11.) The voice used in the instructional multimedia should 

include a human voice, rather than a computer-simulated voice. 12.) The pictures on 

the screen should be presented in a meaningful way; including an image on the slide 

does not always create more meaningful learning.  

 

The suggested principles of multimedia design were considered in selecting the most 

appropriate online YouTube video clips using in this study.   
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On the other hand, cognitive researchers, e.g. Ibrahim (2012), have identified some 

major difficulties faced by multimedia designers when creating instructional 

multimedia, such as extraneous content, too many details, and complexity. 

Instructional multimedia containing extraneous content can burden the learners’ ability 

to process. Ibrahim (2012) and other scholars noted that “ learners performed better on 

a problem-solving transfer test after reviewing a concise lesson, rather than an 

expanded lesson” (p. 84). That is, too much information (verbal and visual) in the 

instructional multimedia materials can drain the learner's ability to focus on the main 

idea. Similarly, if instructional multimedia materials are too detailed, this can lead to 

a cognitive overload. Multimedia designers need to understand these obstacles prior to 

the development of instructional multimedia material. To refrain from cognitive 

overload, the lessons should be segmented into chunks. If the visual and text on screen 

is too far away or pops up at separate times, it can split attention (Aostinho, Tindall-

Ford, & Roodenrys, 2013). Similarly, actions such as header adding, highlighting key 

ideas, or employing symbols, can help learners notice and learn the intended 

information better. 

 

The notion of Cognitive Theory of Multimedia Learning, as mentioned, is one of the 

major concepts in the present study. It was used to design the pragmatic instruction in 

this study since it proposed ideas for adopting YouTube clips for teaching and learning 

pragmatics. Furthermore, the present study concentrates on the pragmatic competence 

in the speech acts of hotel front desk service. The following section reviews the idea 

of speech acts, which consist of apology and  request acts. These two speech acts are 

the main pragmatic focus in this study. 
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2.7.3 Speech Act Theory 

Speech act is considered one of the most influential notions which grounds and offers 

explanation to the occurring phenomena in the language use (Blum-Kulka, House & 

Kasper, 1989).  Philosophers (e.g. Austin, 1962; Grice, 1975; Searle, 1969) have 

offered the observation that the minimal units of communication are not only linguistic 

expressions, but rather the performance of certain kinds of acts performed by those 

expressions, e.g. greeting, apologizing, complaining, and requesting. 

 

According to the framework of human communication theory, utterances with the 

underlying intention have been labeled as “speech acts.” Austin (1962) explained that 

“in saying something, a speaker also does something.” Austin (1962) noted that the 

performance of a speech act generally involves three types of acts: 1) a locutionary 

act which expresses the literal meaning of the utterance, 2) an illocutionary act which 

carries a particular social function and 3) a perlocutionary act that is the result of the 

utterance within the interlocutor.  

 

Austin (1962) explained the following: “the locutionary act . . . which has a meaning; 

the illocutionary act, which has a certain force in saying something; the perlocutionary 

act, which is the achieving of certain effects by saying something” (p. 120).  For 

example, in uttering, “I am cold,” the speaker may perform the locutionary act of 

saying something that reflects his/her current physical state. The speaker may  also be 

seen to perform the illocutionary act of giving some value to this act, e.g. requesting 

a jacket.  Moreover, the speaker may perform the perlocutionary act which is described 

by Austin as “certain consequential effects upon the feelings, thoughts, or actions 
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of the audience” (p. 10) so that the audience may respond in a way that is expected 

by the speaker.  

 

Extending  Austin’s research, Searle (1969) divided speech acts into five categories: 

1) Assertives commit the speaker to the truth of some proposition (e.g. reporting, 

announcing, claiming ), 2) Directives are speakers’ attempts to bring about some 

effect from the hearer (e.g. requesting, ordering, and so on), 3) Commissives commit 

the speaker to some future action (e.g. refusing, and offering ), 4) Expressives refer to 

expressions of some mental expressions (e.g. apologizing, thanking, etc.), and 5) 

Declarations bring about the correspondence between the propositional content and 

reality (e.g. sentencing and dismissing ). 

 

The specific speech acts in the present study consist of request and apology speech 

acts. The selection of these speech acts among others has been due to their face 

threatening nature based on Brown and Levinson’s (1987). Moreover, the selection 

of these speech acts is based on the report of the two speech acts as the most 

problematic in hotel front office service (Sirikhan & Prabpal, 2011).  

 

2.7.3.1  Apology 

The speech act of apology can be referred to as a “compensatory action to an offense 

in the doing of which the speaker was causally involved and which is costly to the 

hearer” (Bergman & Kasper, 1993: 82). Thus, it suggests that an apology is the speech 

act where a speaker tries to restore the face of the person whose face had been 

threatened or offended by using linguistic (and non-linguistic) realizations within any 
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interaction. In order to analyse this speech act, there is a need to provide a taxonomy 

of the linguistic forms in which it can be performed. 

 

Chang’s (2010) analysis provided the typology of Illocutionary Force Indicating 

Device (IFID) and adjuncts, and it also included some strategies and examples from 

Olshtain and Cohen (1983), as demonstrated in the Table 2.2.  

Table 2. 2 

  

Taxonomy of apology realisation strategies 
TYPES STRATEGIES EXAMPLES 

1. An expression 

of an apology 

(IFID) 

 

- Expression of regret 

 - Offer of apology 

 - Request for forgiveness 

 

“I’m sorry/ Sorry” 

“I apologise” 

“Excuse me”/please, forgive 

me/pardon me” 

 

2. Adjunct 

 

 

- An explanation or account 
of the situation 

  - An acknowledgment of 

responsibility 

- Accepting the blame 

 

 

- Expressing self-

deficiency 

  -Recognizing the other 

person as deserving 

apology 

- Expressing lack of intent 

 

-An offer of repair 

 

 

 

 

-A promise of forbearance 

- Minimize the degree of 

offense 

  -Speaker shows concern for 

offended party 

 

- Alerter / Intensifier 

 

- Justification 

“The bus was late” 
 

“It’s my fault / my mistake” 

“I was confused/I wasn’t 

thinking/I shouldn’t have done it/I 

didn’t see you”.  

 

“I should not have done it” 

“You are right” 

 

 

“I didn’t mean to (upset you)”. 

 

“I’ll pay for the broken vase. / 

I’ll help you get up. / I’ll buy you 

a new one”. 

 

“It won’t happen again” 

“It’s not the end of the world”  

 

“I hope you weren’t offended”  

 

 

“Really, very” 

 

“Teacher…” “Your teaching is 

really boring” 

Source; Chang, ( 2010) ; Olshtain and Cohen, (1983) 
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Based on Table 2.2, the present study explores two types of the speech act of apology: 

the first one is called an expression of an apology IFID, representing a direct (i.e. 

performative) way to convey an apology. Within this type, there are three main 

strategies which the speakers can use: 1) Expression of regret, when the speaker 

directly employs apology sequences (e.g. “sorry / I’m sorry”); 2) Offer of apology, 

when the speakers directly offer their apology (e.g. “I apologise”); 3) Request for 

forgiveness, when the speakers ask for forgiveness from the persons whose faces have 

been threatened (e.g. “Excuse me / Pardon me / Please forgive me”). The second 

type is that of adjuncts which are used by speakers to reinforce the IFID, when 

necessary. The researcher believes that some of these adjuncts (i.e. explanation, 

acknowledgment, offer of repair, and a promise of forbearance) could work as 

indirect strategies by speakers.  

 

2.7.3.2 Requests 

The speech act of request was described by Trosborg (1995) as “an illocutionary 

act whereby a speaker (i.e. requester) conveys to a hearer (i.e. requestee) that 

he/she wants the requestee to perform an act which is of the benefit of the speaker” 

(p.187). This speech act can be considered a Face-Threatening Act (FTA) since it 

could influence the hearer’s undesirable facial expression. For making a request, the 

speaker invites the hearer to some future action that fits the speech acts’ aim, which 

is to obtain non-verbal goods or services (Trosborg, 1995). Scholars believe that the 

performance of requests can be softened by increasing the degree of politeness on 

the part of the speaker. In Table 2.3, the taxonomy of request realization strategies 

developed by Trosborg (1995), based on Austin (1962), Searle (1976), Blum-Kulka 
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and Olshtain (1986), and Brown and Levinson (1987) is presented, in which categories 

of requests are shown,  graded from direct to more indirect categories.  

Table 2. 3  

 

Taxonomy of request realization strategies 
 

TYPES 

 

STRATEGIES 

 

EXAMPLES 

Direct - Obligation 

 

 

 

- Performatives 

 

 

- Imperatives 

You must/have to lend 

me your car. 

 

I would like to ask you 

to lend me your car. 

 

Lend me your car. /  

 

Your car (please). 

Conventionally 

indirect (hearer- based) 

- Ability 

 

 

 

- Willingness 

 

- Permission 

 

 

- Suggestory formulae 

Can/Could you lend me 

your car? 

 

Would you lend me 

your car?  

 

May I borrow your 

car? 

 

How about lending me 

your car? 

Conventionally 

indirect (speaker- based) 

- Wishes 

 

 

 

- Desires / needs 

I would like to borrow 

your car. 

 

I want / need to borrow 

your car. 

Indirect - Hints I have to be at the 

airport in half an hour. 

Source from Trosborg, 1995 as cited in Usó-Juan, 2010, p. 205 

 

Consequently, Taguchi (2006) suggested request strategies taxonomy, based  on 

Blum-Kulka et al.’s (1989) “Cross-Cultural Speech Act Realization Project” 

(CCSARP).  It has a total of 12 request expressions within the categories of direct, 

conventionally indirect (speaker and hearer), and indirect. Table 2.4 shows the 

coding framework. 
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The taxonomy of request strategies suggested by Taguchi (2006) who based it on 

Blum-Kulka et al.’s (1989) “Cross-Cultural Speech Act Realization Project” 

(CCSARP) is presented below.   

 

Table 2. 4  

 

Taguchi (2006) request taxonomy 

Categories Request strategies            Examples 

1 Direct 1.Imperative Please lend me a pen. 
 

2.Performatives I’m asking you to lend me a pen. 

 3.Implicit 

Performatives 

I want to ask you to lend me a pen. 

 
4.Obligation 

Statements 

You should lend me a pen. 

 

 5.Want Statements I want you to lend me a pen. 

I really wish you ‘d stop bothering me. 

2 

Conventionally 

indirect    

6.Preparatory 

Questions 

Could you lend me a pen? 

 
7. Suggestions How about lending me a pen? 

 
8. Permissions May I borrow a pen? 

 
9.Mitigated 

Preparatory 

I’m wondering if you could lend me a 

pen. 
 

10.Mitigated Wants I’d appreciate it if you could lend me a 

pen. 

3 Indirect 11.Strong-Hint My pen just quit. I need a pen. 

 12.Mild -Hint Can you guess what I want? 

Source from Blum-Kulka and Olshtain (1989) 

 

According to the above taxonomy, requests can be classified into direct, 

conventionally indirect (hearer-based), conventionally direct (speaker-based), and 

indirect. Firstly, direct requests, which include sub-categories of 1) obligation 
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strategies, 2) performatives and 3) imperatives, are conceived as direct forms and they 

are seen to be linguistically built up by the use of modals of obligation “must/have 

to”, imperative forms “lend” and infinitives of purpose “to lend”. Secondly, 

conventionally indirect (hearer-based) in which the speakers request directly to the 

hearer to obtain some goods or benefit. This form of request can be achieved by the 

following strategies: i) inquiring the hearer’s capability to accept the request in which 

“can / could” modals of ability are used by the speaker; ii) asking about the hearer’s 

willingness to accept the requested action; iii) asking for the hearer’s permission in 

which “may” is usually used; and iv) suggesting the hearer to accept the request, in 

which “how about” is often used. As seen in the Table 2.5, conventionally hearer-

based strategies are performed by speakers through their asking the hearer to perform 

some future course of action and they need approval from the hearers. By asking prior 

to making the actual request, the speaker is seen to increase the level of politeness 

towards the hearer. Thirdly, conventionally indirect requests (speaker-based) are 

considered less polite than the hearer-based category, as the speakers express his own, 

rather than attending to the speakers’ conditions. For instance, the speakers’ use  

“wishes” or “desires/needs” in a more direct way, without asking the hearer for 

permission or acceptance. Finally, indirect requests typology is performed by the 

speakers when the request is not produced directly, but only hints are given as a 

strategy and what is demanded on the part of the hearer can be inferred. 

 

The conception of the apology and request speech acts mentioned in the speech acts 

theory section would be used to be a back up concept to create YouTube teaching 

material and the taxonomy of these two speech acts may also be used to analyze the 

pragma-linguistic performed  by students after learning with YouTube intervention 
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teaching method in this study, in order to find out the effect of YouTube on students’ 

pragmatic development.  

 

Furthermore, the concept of politeness also plays a crucial role in designing the 

YouTube intervention teaching approach. The politeness concept used in this study is 

reviewed in the next part.   

 

2.7.4 Politeness Theory  

Researchers (e.g. Leech, 1983; Brown & Levinson, 1987) have suggested that speech 

acts are ruled or governed by principles of cooperation and politeness. Sifianous 

(1992) pointed out that speech act theory is directly related to politeness in dealing 

with others. Brown and Levinson’s (1987) theory of politeness is described as a 

construct for the analysis of the realization of speech acts and the factors that 

potentially affect the use of the language.  

 

Grice (1975), one of the first researchers in Politeness theory, described four maxims 

or principles that enable speakers to communicate most effectively: quality, quantity, 

relation, and manner. According to this Politeness theory, speakers are observed to 

speak about the truth and being sincere, speak with the right amount of information 

required, speak about relevant information, and speak in a manner that avoids 

ambiguity and obscurity. Grice assumed that his four principles are always observed 

in any communication. 

 

Politeness theory is believed to be built on the concept of face, first introduced by 

Goffman (1967) and Brown and Levinson (1987), considering that speakers take into 
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account their own needs and the recipient’s wants, which is believed to facilitate their 

interaction with each another. Brown and Levinson (1987) defined face as the “public 

self-image that every member wants to claim for himself” (p. 61). Generally, 

speakers are assumed to hold self-respect and the desire to maintain their self-esteem 

both in public or private situations. Politeness is expressed in the various actions, both 

linguistic and non-linguistic, in order to maintain their own face and that of others. 

  

Brown and Levinson (1987) advocates that politeness strategies are possibly 

employed by speakers for the purpose of protecting the hearer’s face. Brown and 

Levinson noted that face-threatening acts (FTAs), are acts that threaten the hearer’s 

self-esteem and self-respect. Speakers are advised to avoid those acts or minimize the 

possibility of such acts. Brown and Levinson (1987) suggested the following 

strategies used by speakers to promote politeness in their interaction. First, speakers 

may perform bold on-record strategies in which they do not show an effort to 

minimize the impact of face-threatening actions. These strategies may be more 

common among people who know each other very well, such as close friends and 

family. For instance, the speakers may use utterances like “Clean the house” or “Put 

the coat away” as a form of request. Secondly, speakers may rely on positive 

politeness strategies to minimize psychological distance by expressing friendship and 

supporting the hearer’s need to be respected. These actions are usually used between 

friends and in social situations where the speaker and hearer know each other fairly 

well to minimize the distance between them by expressing friendliness and solid 

interest in the hearer’s need to be respected. They are observed to use utterances like 

“You must be hungry.; It’s been a long time since breakfast.; How about some lunch?” 

to show attention and desire to get close to the hearers. Thirdly, speakers may use 
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negative politeness to impose on the hearer and intrude into his/her space. Thus, these 

actions, e.g. “I just want to check if I can borrow your car for a couple of days.” are 

likely to perform in interaction with interlocutors with social distance or 

awkwardness. Finally, the speakers may use the off-recorder strategies to indirectly 

remove themselves from any imposition. For instance, when the speakers say, “It’s 

hot in here.” and it is interpreted as a request to open the door or turn-on the air 

conditioner. 

 

This present study focuses on students’ pragmatic competence which is related to 

the linguistic politeness that Thai EFL students, majoring in hospitality programs, 

express verbally through their use of language in hotel front desk interactions. Thus, 

the politeness theory is undeniable of being one of the principle notions used to study 

pragmatics in hotel-guest communication under this study.  

 

In conclusion, this study employed the mentioned theories comprising Schmidt’s 

noticing hypothesis , Cognitive Theory of Multimedia Learning, Speech Act Theory  

and Politeness Theory in conducting the explicit pragmatics teaching with YouTube 

video clips as stated in Figure 2.3 
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Figure2.3 Theoretical framework 
 

Teaching pragmatics utilizing YouTube interventional teaching method  in this study 

adopted the above notions to produce pragmatics teaching material for teaching Thai 

EFL hospitality students.  

 

Additionally, a suitable way to find out the achievement of students in learning 

pragmatics by YouTube is another issue in the present study  that should be discussed. 

The  next part is a review of the conception of assessing the pragmatic competence 

under this study. 

 

2.8  Assessing Pragmatic Competence 

Increasing interest in the study of pragmatics has created a concomitant need to 

develop appropriate and valid means for assessing pragmatic competence. One of the 

primary problems in developing instruments to assess pragmatic competence is the 

variability of behavior demonstrated by the speakers when engaged in discourse 

(Hudson, Detmer & Brown, 1992).  
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According to Hudson et. al, (1992), a framework of assessing pragmatics must 

consider several basic factors. First, the second language speaker’s competence 

may vary depending upon the particular speech act involved. Second, the second 

language speaker’s perceptions of relative power, social distance, and degree of 

imposition will potentially differ from the perceptions of native speakers. 

Furthermore, variation may be created by the particular task in which the speaker is 

involved.  Hudson, Detmer & Brown, (1992) proposed framework as an initial attempt 

to systematically control these variables. 

 

The work of Hudson et al, (1992) pointed out that it is important to identify the causes 

of pragmatic failure when considering a pragmatics assessment. The identification of 

the causes of pragmatic failure in particular contexts will vary depending upon 

whether the focus is on linguistic or sociopragmatic judgments. Thomas (1983) 

argued that pragmatic failure may occur when the speaker’s utterance is perceived by 

a hearer differently from what is intended by the speaker. Under this view, failure can 

be due either to “sociopragmatic failure,” inappropriate utterances due to a 

misunderstanding of social standards, or pragmalinguistic failure,   utterances that 

convey unintended illocutionary force. 

 

Sociopragmatic failure refers to misinterpretations that lead to violations of the 

communication normality in relation to language use. Its central focus on 

communicative competence is context. Thus, failure can result from a misdiagnosis 

that reflects different value judgments stemming from relative power, or the social 

distance relationships of the interlocutors, or the degree of imposition associated with 
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compliance to a certain speech act. These value judgments are reflected in situations 

where speakers demonstrate perceptions which are different from those of a native 

speaker’s regarding appropriate formality, directness, and politeness, etc (Thomas, 

1983; Olshtain and Blum-Kulka, 1985; Odlin, 1989).  On the other hand, 

pragmalinguistic failure by a second language user occurs when the pragmatic 

force that the user assigns to any particular utterance differs systematically from the 

force generally associated with it by native speakers. Native speakers may perceive 

pragmalinguistic failure as rudeness and evasiveness, among others. These 

perceptions may be created by reliance on a fixed verbal formulaic, or a message that 

contains too little information. However, there is no absolute distinction between 

sociopragmatic and pragmalinguistic failure because sociopragmatic concerns are 

realized pragmalinguistically (Hudson et al., 1992). 

 

Hudson et al, (1992) also pointed out that when assessing pragmatic competence, the 

three sociopragmatic components reflect contextual facets that may be manipulated to 

provide planned variations on the target utterance. The pragmalinguistic components 

of politeness, amount of information and correctness of linguistic form  among others, 

represent the categories for evaluating the speakers’ actual responses.  As such, they 

provide the basis for a scale of measuring pragmatic competence, and the relative 

effects of the above variables on the target language(s) can then be analyzed. 

 

The final part in this study is related to the student experience on learning pragmatics 

with YouTube intervention teaching method. Since the student’s perception would 

show the feedback of  the advantages and disadvantages of learning pragmatic 

utilizing YouTube the language learners’ perceptions are illustrated as follow:  
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2.9  Language Learners’ Perceptions toward YouTube Intervention Teaching    

Method 

Regardless of whether including YouTube material in teaching pragmatics in language 

learning contexts is considered effective and essential to language teaching, reports on 

its implementation have not been widely studied from the learners’ view. Savignon 

(1997) asserted that ultimate success in learning to use a second language most likely 

would be seen to depend on the attitude of the learner” (p.107). Learners’ views cannot 

be ignored in order to assess the pedagogical success. 

 

Some studies investigate learners’ attitudes and beliefs about language learning, using 

different instruments (e.g. Bacon & Finnemann, 1990; Wen & Johnson, 1997; Gaies, 

1999; Gaies, Galambos &  Cornish, 1999). However, most of these studies considered 

the learners’ perceptions and views about language learning in general; few of them 

focused on the learners’ perceptions and views about instructional practices in 

particular, especially in using YouTube for teaching pragmatics. Rifkin (2000) 

believed that learners’ beliefs about their learning process are “of critical importance 

to the success or failure of any student’s efforts to master a foreign language” (p. 394). 

Nunan (1993) also favoured the involvement of learners in making meaning with 

their teacher, together with their peers, as a key factor in determining their learning 

success. 

 

The lack of studies of the learners’ perceptions might stem from the lack of research 

instruments for investigating learners’ perceptions. Horwits (1988) developed a 

questionnaire called “The Beliefs about Language Learning Inventory” (BALLI) to 

evaluate language learners’ views concerning aspects of language learning. While 
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BALLI has been a useful tool to enable researchers to understand a broad picture of 

the learners’ beliefs about language learning in general, it does not assess the learners’ 

beliefs about the learning process or instructional practice in particular. 

 

Abraham and Vann (1987) suggested that language learners’ perceptions might affect 

language learning outcomes. They found that learners who had different views about 

language learning resulted in different outcomes. Researchers (e.g. Kumaravadivelu, 

1991; MaCargar, 1993; Nunan, 1993; Kern,1995) investigated the learning success 

and failure as perceived by learners and teachers, and found a mismatch between the 

learners’ perceptions and those of the teachers.  

 

This study further aims to investigate the learners’ perceptions on learning pragmatics, 

request, and apology speech acts, in a hotel service context. The principal issue is to 

understand the attitude on pragmatic learning by YouTube videos and the related tasks 

interventional method. The interview questions adapted from previous studies 

(Avellaneda, 2016; Hayikalang, Nair & Krishnasamy, 2017; and Liu, 2007) were 

adopted in this research since they are suitable to gain insights into the students’ 

perceptions and their experiences in learning pragmatic competence from YouTube 

audiovisual materials. The learners’ perceptions in this study might affect pragmatic 

learning outcomes, and the students’ perceptions can provide additional and stronger 

support to the results of the learners’ pragmatic development patterns performed in 

their pre-tests and post-tests to comprehend how students’ attitudes are related to their 

pragmatic development. 
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According to the review of all elements which have been mentioned for conducting 

the present study, the Conceptual Framework of this study can be shown as follows     

 

2.10  Conceptual Framework of the Study    

 

Figure2.4 Conceptual framework 
 

According to figure2.4, the YouTube Intervention Teaching Method (YITM) was the 

independent variable whereas the dependent variables were pragmatic competence in 

request and apology which comprise ability in using correct speech, expression and 

vocabylarry, the amounof information and the degree of appropriatness; the 

students’pragmalinquistic development; and their perception on learning pragmatic 

with YITM. 
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2.11  Summary 

As indicated in the literature, the development of pragmatic competence plays an 

important role in the learning of a second or foreign language. In addition, there is a 

need for including pragmatics in language learning settings. Findings of previous 

research in the development of pragmatic knowledge and pragmatic ability in a 

second or foreign language, have suggested the facilitative role of explicit instruction 

of pragmatics utilizing YouTube audiovisual material input, especially in the EFL 

classroom, where opportunities for developing target language pragmatic competence 

is limited. In addition, realizing the potential benefits of YouTube, educators have 

become increasingly interested in their application in foreign-language teaching. 

Studies conducted by educators also point out the potential uses of YouTube in 

teaching pragmatics to language learners. 
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CHAPTER THREE 

RESEARCH METHODOLOGY 

3.1 Introduction 

To address the research questions and verify the research hypotheses, this chapter will 

enumerate the methodology employed in the study. It begins with the description of the 

research design, followed by the descriptions of the participants, the teaching materials 

treatment, the instruments in collecting data, data analysis, coding scheme, validity, 

reliability, and ethical considerations. This chapter ends with a summary of all 

important procedures to carry out the research. 

 

3.2  Research Design 

This research adopts the quasi-experimental design. Gay, Mills and Airasian’s (2006) 

QUAN-Qual mixed method model is used in the study. This type of mixed method 

model is believed to provide a better understanding of the phenomena investigated in 

this study (Creswell, 2012). Quantitative methods in the present study offer the 

statistical-related findings obtained from SPSS statistical software and present 

statistical results of student pragmatic competence to demonstrate clearly the  answer 

on research question one, which is the main focus of this study, while qualitative 

methods permit the analysis of the participants’ development in language use and 

provide an opportunity for the researcher to assess the perceptions of participants when 

learning with YouTube Intervention Teaching Method (YITM).  In this study, the 

analysis has put more weight on the quantitative method, with the combination of 

statistical device percentage, Mean, T-test, ANCOVA and Cohen’s D. The quantitative 

data will show the findings with respect to the effectiveness of YouTube in acquiring 

pragmatics in request and apology, while the qualitative data is used to support the 
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quantitative data and  rigorously examine students’ pragmatics in pragmalinguistic 

development and their perception on learning pragmatics in YITM. The quanlitative 

results present data to gain insight into the participants’ pragma-lingistic development 

patterns in detail of linguistic form and speech acts strategies, as well as demonstrating 

the participants’ perception on their learning experiences with YouTube Intervention 

Teaching Method (YITM). The pragmatic speech acts will be taught in an 

experimental group using the YouTube Intervention Teaching Method (YITM) and 

using Convention Teaching Method (CTM) in the control Group. The main goal of 

this research is to identify the effectiveness of YouTube intervention in enhancing the 

participants’ ability to learn pragmatic competence. In other words, this research 

explores whether there is a significant difference between participants’ pragmatic 

learning achievement that results from the two different teaching methods of YouTube 

intervention and conventional instruction. It also examines how students develop their 

pragmatic competence with YouTube interventional teaching, and discovers what their 

perceptions and beliefs are about learning pragmatics by YITM.   

 

Since the formation of the research questions is based on the research objectives,  and 

the selection of the research design depends heavily on the research quest ions,  it 

called for the demonstration of the relationship of the research components in line with 

established academic research practices. In this regard, the relationship of the research 

objectives, questions, procedures, and data analysis of the study is presented in Table 

3.1. 
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Table 3. 1  
 

The relationship of the research objective, questions, procedures and data analysis 

 

Objectives Questions Procedures Data analysis 

1.To ascertain the 

significant difference 

between the 

achievement of Thai 

Hospitality EFL 

learners learning 

request and apology 

speech acts utilizing  

YouTube intervention 

teaching method 

(experimental  group) 

and that of the learners 

who learn from 

conventional teaching 

method (control group) 

in terms of correct 

speech act, expression 

and vocabulary, amount 

of information and 

degree of 

appropriateness and  

find out the relative 

effect of control 

1.Do Conventional 

Teaching Method 

(CTM) and the 

YouTube 

Interventional 

Teaching Method 

(YITM) have a 

positive effect on the 

EFL learners’ 

pragmatic 

competence? and 

What is the relative 

effect of YouTube 

Interventional 

Teaching Method 

(YITM)  compared to 

Conventional 

Teaching Method 

(CTM) ? 

WDCT Test 

1.Compare mean score 

of pretest and post-test 

in request  of each 

groups. 

2. Compare mean score 

of post-tests in request 

between experimental 

group and control group. 

3.Compare mean score 

of pretest and post-test 

in apology of each 

group. 

4. Compare mean score 

of post-tests in apology 

between experimental 

group and control group. 

5.Compare mean score 

of pretest and post-test 

of each group in overall 

speech acts 

6. Compare mean score 

of post-tests between 

Using 

Descriptive 

statistics, 

T-test, and 

ANCOVA 

group compared to the 

experimental group. 

2. To explore the 

patterns of pragma-

linguistic development 

of learner who learn 

request and apology 

speech acts with the 

YouTube Interventional 

Teaching Method 

(YITM) before and after 

treatment. 

3. To examine the 

perceptions of the 

learners who utilize 

YouTube for pragmatic 

learning. 

2. What are the 

differences of 

strategies and 

pragma-linguistic 

competence 

performed by the 

learners who learn 

request and apology 

speech acts with 

YouTube 

intervention before 

and after treatment? 

3.  How do Thai EFL 

hospitality students 

perceive learning 

pragmatics utilizing 

the YouTube 

Interventional 

Teaching Method 

(YITM)? 

experimental group and 

control group in overall 

speech acts  

7.Analyzing the 

experimental group 

WDCT answers on the 

development of speech 

act strategies and 

pragma-linguistic from 

the pretest to the post-

test  

8.Survey question and 

focus group interview to 

find out students’ 

perception on learning 

pragmatic with YITM 

Using  Content 

Analysis  

 

 

 

 

 

 

 

 

 

 

Using  

Thematic 

Analysis 

 



Universlti Utara Malaysia 

 

60 

 

3.3  Participants in the Study 

The population in this study comprises 2,500 EFL hospitality undergraduates 

studying in nine Rajamangala universities throughout Thailand. The multi-stage 

random sampling was used for a random cluster to choose one university which is 

Rajamangala University of Technology Srivijaya (RUTS). There are four different 

campuses and two colleges in provinces of the south of Thailand. There were 360 

hospitality students, studying in two different geographical locations in Trang and 

Songkhla campuses.  

 

The procedures suggested by Tongco (2007: 150) were taken into the consideration, 

and the selection of the participants in the present study consists of the following 

stages.  

 

I. Select the research problem: As the present study emphasized the need of equipping 

communicative competence to Thai hotel workforce and the participants were limited 

to the Thai students who are native speakers of Thai language and studying EFL 

English for the hotel course since they were the representative of Thai hospitality 

student who would be prospective hotel workforce in the future. 

 

II. Determine the type of information required: The expected data of the present study 

involved the samples of the learners’ pragmatic performance from WDCT, in 

situations of hotel service within hotel receptionist-guest communication. Thus, there 

was a certain information group of the participants who held the needed data, due to 

the fact that only Thai students at the tertiary level learn English for hotel courses.  
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III. Define the qualities of the participants: The ability to perform pragmatic 

competence in request and apology was the required performance quality of the 

participants in the present study. These qualities limited the key participants to Thai 

EFL university students who were studying in the Hospitality major. Furthermore, the 

English for hotel courses are taken in the senior year, so the seniors were determined 

to be the population for this present study because they had taken some English courses 

and acquired an acceptable control of pragmatic use in English communication.  

 

IV. Find the participants based on defined qualities: The participants in this study 

consisted of 60 Thai EFL third year students, majoring in Hospitality at two different 

campuses of Rajamangala University of Technology Srivijaya, Trang Campus and 

Songkhla Campus, who all agreed to participate voluntarily in the study.The Songkhla 

campus students were experimental group whereas those in Trang campus were 

control group.  

 

The 60 third year hospitality students from Rajamangala University of Technology 

Srivijaya (RUTS), had enrolled for the English for Hotel course in Songkhla (30 

students) and Trang campuses (30 students). The research participants from these two 

campuses share similar teaching curriculum, course syllabus, teaching facilities, 

educational background, gender, age and experience in learning English EFL. In order 

to determine the starting English language proficiency of the participants, and to make 

sure that they were homogeneous, only those who obtained 2.5 to 3.5 grade point 

average (GPA) in their previous English courses, based on the university's grading 

criteria, were selected. The 82 students were selected by their GPA then they were 

certified by The Michigan Test of English Language Proficiency. The test consists of 
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100 multiple choice questions: 40 English Grammar questions, 40 Vocabulary 

questions, and 20 Reading Comprehension questions, to find out the level of their 

English proficiency. 

 

In order for the group of participants in this study to be homogenous, only students 

who got Michigan test score between 20-59 were selected for this study. This score 

were represented the B1, and B2 levels of the Common European Framework of 

Reference of Language (CEFR). The students in these English levels  can 

understand the main points of clear standard input on familiar matters 

regularly encountered in hotel frontdesk work. They can deal with most 

situations likely to arise whilst working in an area where the language is 

spoken (Songkhro, & Aksornjarung, 2014). Thus, 73 students, including 38 students 

from the Songkhla campus and 35 students from the Trang campus were included in 

this study. However, some of them could not attend all the classes and/or the post-test 

session. Therefore, only 60 students (30 students in Songkhla and 30 students in 

Songkhla) were considered in this study.  

 

Overall, the participants share similar basic characteristics; specifically, they share a 

similar cultural-lingua background (i.e. they share the same first language and they are 

all studying in the Hospitality program in the same university at the Songkhla and 

Trang campuses (See Appendix L). The students are in their third year of the 

university level and their ages ranged from 19 to 23. They are assumed to have 

received between ten and twelve years of formal English-language classroom 

instruction in Thailand. 
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3.4 Teaching Materials  

The teaching material in this study consisted of the following: student handouts, 

YouTube videos and lesson plans. 

 

3.4.1 Student Handouts 

The student handouts (See Appendix E), contain the content of the English pragmatics 

on request and apology for students. The student handout contains 2 units focusing on 

pragmatic awareness,  3 units dealing with making requests, and 3 units dealing with 

making apologies, which adapted the 5 stages of teaching speech acts procedure from 

Bardovi-Harlig (2001), Eslami and Liu (2013), and Uso-Juan (2010). It involved form 

search, form comparison, and form analysis, practice, and discussion and feedback. 

The conversation dealing with request and the request taxonomy were explained in 

this student handout.  In addition, both groups of students were provided with a printed 

handout to make sure that they all had the information they needed for this study. 

 

3.4.2 YouTube  

YouTube clips used in this study were carefully selected and distributed throughout 

the lesson plan with the aim of supporting explicit instruction on pragmatics. The 

YouTube clips used in this study were adopted from three main sub-categories: 

YouTube videos designed for learning purposes (e.g. tutorial videos), those designed 

for non-learning purposes (e.g. sitcom, movies, and advertisements), and YouTube 

videos designed for learning host and guest communication purposes (e.g. receptionist 

and customers conversation). Some useful criteria were consulted when selecting the 

YouTube clips. For instance, the videos were relevant to the teaching of requests and 

apology speech acts; they were appropriate for Thai Hospitality students; the 
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vocabulary and pronunciation were not too difficult for them to interpret the meaning 

on the YouTube conversation; the duration of videos clips were not overly long, the 

Youtube clips were selected only ones which contains 3 to 5 minutes ; the rate of 

speech was suitable for EFL Thai hospitality learners to comprehend the spoken 

meaning in the clips . The selected YouTube clips were verified using the YouTube 

selection criteria (See Appendix M), by five experts who have experience in teaching 

English by YouTube at universities in Thailand and who also had at least five years 

experience as English lecturers, teaching English for hotel courses at Prince of Songkla 

University, Thaksin University, Rajabhat Kamphaeng Phet University, and 

Rajamangala University of Technology Srivijaya (See Appendix P). 

 

Finally, the YouTube clips verified by English for Specific Purposes (ESP) experts, 

contained clips on how to perform polite requests ( BBC learning English), clips on 

hotel front desk service conversations and movie fragments on requesting scenarios in 

“Notting Hill”, and “How Not to Live Your Life” (see appendix K ) The YouTube 

videos evaluated by  ESP experts were cut to about 2 to 6 minutes in each clip, using 

Jet audio software. They presented appropriate vocabulary, in American and English 

accents, which students could easily comprehend.  

 

The YouTube clips were played, and the handout was used for the Experimental group 

(YouTube intervention group).  

 

The participants in the control group (Conventional teaching group) used the same 

handout, but did not use any YouTube video clips. In this group, learners were taught 
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pragmatics through examples of conversations, role-plays, and teacher explanations in 

a traditional way.  

 

The transcripts of the YouTube clips, which were written by the researcher and 

validated  by a native speaker of English, were provided to the participants, aiming to 

offer the participants the opportunity to analyze the interactions presented in the 

YouTube clips and notice the pragmalinguistic component of language use. Thus, this 

present study used the transcripts with the learners, to accompany the YouTube videos. 

These transcripts helped learners to analyze the different speech acts with regard to 

sociopragmatic and pragmalinguistic aspects.  

  

A sample of the transcripts that was offered to the participants during a task is 

presented below.  

This situation shows the first time Don and Eddie meet each other. Don has just arrived 

at his grandmother’s house, and Eddie enters the living-room to speak with Don.  After 

introducing each other, Don tells Eddie about his grandmother’s death.  

Eddie: What are you doing?  

Don: Who the hell are you?  

Eddie: I was about to ask you the same thing. This is Mrs. Danbury's house.  

Don: Yeah, I'm her grandson.  

Eddie: Oh, the ///////////!(rude slang word)  

Don: ////////////, yes.  

Eddie: I'm Eddie, your mama's carer.  

Don: Obviously not a very good one.  

Eddie: Pardon me?  
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Don: Because she's dead. So ... Ah! You didn't know, did you? Sorry, yeah. She passed 

away. She's gone. It's over for her. Finished. Curtains. End credits. Hello? She's dead.  

Eddie: Oh, God!  

Don: Yeah, but hey, look, silver lining. I've got a massive free house.  

Eddie: That's terrible news.  

Don: What are you doing?  

Eddie: Come here.  

Don: No, no, no, no. No, I don't know you.  

Eddie: Don’t fight, don't fight it. 

 

3.4.3 Lesson Plans  

The lesson plans were used by the teachers in both groups, the students learned 

according to the lesson plans adapted from the 5 steps of teaching speech acts 

procedure from Bardovi-Harlig (2001), Eslami and Liu (2013). The pragmatic 

teaching procedure in the lesson plan involved form search, form comparison, and 

form analysis, practice, discussion and feedback. This pragmatic teaching procedure 

was adapted for the present study. However, the researcher included the YouTube 

intervention in the procedure of form search, comparison and analysis which were in 

the first to the third steps (see appendix D).  This can be explained as follow: 

 

Firstly, in the form search step, students were required to search how to request in 

different situations and contexts in their daily life, in books, or online communications 

that they had experienced. They were asked to search request and apology speech acts 

in Thai and English forms. Secondly, students were required to  compare the speech 

act forms that they had searched to compare the differences or the similarities of the 

target speech acts in both languages, Thai and English. The third step was form 
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analysis, in which the students need to analyze sociopragmatics and pragmalinguistics 

in the conversation in different contexts. The fourth step in teaching pragmatics was 

practicing. The students in this study were assigned to practice how to make speech 

acts in the role-play in different forms and contexts with friends, and the final step 

was the discussion and receiving feedback from the teacher about their performance 

of speech acts.  

 

The EFL Thai hospitality students in both groups shared a similar procedure in 

learning pragmatics. However, the control group was  taught  without using the 

YouTube video clips.  

 

Table 3. 2  
 

Outline of experimental group lesson plan (90 minutes) 

Step Time(minutes) Activities 

 1and 2 15 Exposure of native speaker pragmatics with YouTube 

(Pragmatic awareness) 

3 40 The explanatory handout and watching YouTube (form 

search, comparison and analysis) 

4 25 Communicative practice 

5 10 Corrective Feedback 

 

Table 3. 3  
 

Outline of control group lesson plan (90 minutes) 

Step Time(minutes) Activities 

1and 2 15 Exposure of native speaker pragmatics with written 

conversation (Pragmatic awareness) 

3 40 The explanatory handout (form search, comparison and 

analysis) 

4 25 Communicative practice  

 

5 10 Corrective Feedback 

 

(The content and procedure for teaching were adaped from Eslami and Liu (2013), 

which was based on Bardovi-Harlig (2001), and Uso-Juan (2010) Martínez-Flor, A. 

(2004) 
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The procedure of teaching pragmatics in the experimental group was as follows: 

1. Introducing pragmatics, pragmatics awareness, sociopragmatics and     

pragmalinguistics 

2. Teaching how to make polite requests and request strategies  

3. Learn requests with students’ handout accompanied by YouTube and Discourse 

Completion Test 

4. Teaching how to make polite apologies and apology strategies  

5. Learn  apologies with students’ handout accompanied by YouTube and Discourse 

Completion Test ( see Appendix D). 

 

The procedure of teaching pragmatics in the control group was as follows: 

1. Introducing pragmatics, pragmatic awareness, sociopragmatics and 

pragmalinguistics 

2. Teaching how to make polite requests and request strategies  

3. Learn requests with students’ handout and Discourse Completion Test 

4. Teaching how to make polite apologies and apology strategies  

5. Learn about an apologies with handout and Discourse Completion Test  

 

The learners were taught through these teaching procedures and the participants were 

given time to react and imitate some situations through role-plays, partner work and 

group work. The teaching procedures were exposure to native speaker pragmatics, 

explanatory handout, watching Youtube clips, communicative practice and corrective 

feedback respectively as shown in appendix D.  The pretest was run before the 

treatment, and the post-test was done in the last session. 
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The lesson plans were verified by five experts who have experience in teaching 

English at the university level in Thailand, and were from Kamphaeng Phet Rajabhat 

University, Taksin University, Rajamangala University of Technology Srivijaya, and 

Prince of Songkla University (See Appendix N). With suggestions from experts, the 

researcher improved lesson plans and used them for teaching pragmatics in this study.  

 

3.5 The Instruments 

The four instruments  described in the following sections were used in the present 

study. 

3.5.1  Michigan English Test (MET)  

The Michigan English Test (MET) is a multilevel, modular English language 

examination, which measures English language proficiency in personal, public, 

occupational and educational contexts. It is developed by Cambridge Michigan 

Language Assessment ( CaMLA), a not-for-profit collaboration between 

the University of Michigan and the University of Cambridge and has been in use since 

2008. The MET can be taken by learners at a range of levels, from upper beginners to 

lower advanced (Levels A2 to C1 of the Common European Framework of Reference 

for Languages (CEFR)).  

 

The sample of the Michigan test consists of 100 multiple choice questions: 40 English 

Grammar questions, 40 Vocabulary questions, and 20 Reading Comprehension 

questions was used in this study to find out the level of students English proficiency. 

In order for the group of participants in this study to be homogenous, only students 

who got test scores between 20-59 were selected for this study. These scores 

https://en.wikipedia.org/wiki/CaMLA
https://en.wikipedia.org/wiki/University_of_Michigan
https://en.wikipedia.org/wiki/Cambridge_English_Language_Assessment
https://en.wikipedia.org/wiki/Common_European_Framework_of_Reference
https://en.wikipedia.org/wiki/Common_European_Framework_of_Reference
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represented the A2 and B1 levels of the Common European Framework of Reference 

of Language (CEFR). 

 

3.5.2 Discourse Completion Tests (DCT) 

Discourse Completion Tests (DCT), which consisted of a written speech act discourse 

complete task by Sirikhan and Prappal (2011) was adapted for pre-test and post-test 

to measure students’ speech act performance.  The Discourse Completion Test (DCT) 

is widely used for data collection in interlanguage pragmatics studies. It was first 

introduced by Levenson (1975) as a means of assessing the English proficiency of 

immigrants to Canada. Subsequently, Blum-Kulka (1982) adopted a written DCT to 

examine speech acts realization. In this study, the open-ended DCT contained ten 

items on request and apology in hotel front office situations, to which participants 

responded in English. Some of the situations were designed by the researcher, and 

some were adapted from the situations related to the request and apology presented in 

taxonomy, YouTube videos, and those proposed by Sirikhan and Prappal (2011). The 

15 DCT test items were created and verified by experts in teaching English for hotel 

services, then the researcher selected the ten most suitable items for pilot study and 

then used in pre-test and post-test. The written DCT were five items dealing with 

situations of request and five situations of apology by the hotel front desk service. 

They were also based on three variables: power, social proximity, and imposition. 

These situations were selected because they were identified from the research on 

cross-cultural pragmatics as the principal role in speech act behavior (Brown & 

Levinson, 1987; Fraser, 1990). The test showed the different levels of power, social 

distance, and imposition in the language of hospitality service which shows the 

character of hospitality language when hotel employees provide service to hotel guests 

who are considered  having high status and power. The learners’ performance in each 
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of the 10 situations was rated using a five-point scale from the holistic scale of 

Hudson et al.  (1995). It was developed into an analytical rating scale of four 

descriptors with five level bands of the effectiveness in language use. The four major 

descriptors are the correct speech act, expressions and vocabulary, amount of 

information given, and degree of appropriateness (levels of formality, directness, 

and politeness).  

 

Two native English lecturers with more than five year experience in English teaching 

at a Thai university, and formal training of the rating process, rated the DCT 

responses.  

 

The DCT used in this study consists of short dialogues that depict a variety of social 

situations relevant to the speech act under study. Before each dialogue, a brief 

description of the situation is provided. The dialogue usually begins with a statement 

that is followed by a blank indicating an unfinished dialogue. Participants were asked 

to identify the speech act under study. Example 1 provides an example of a DCT 

question. 

 

Example 1. You need to request for the hotel guest who is not wearing a 

swimming suit to go swimming in the hotel swimming pool. What would you 

say to request the hotel guest since it is against the hotel regulation in using 

hotel swimming pool? 

You:……………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………                                                                                                                                                                                                                                                                 
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In general, there are four types of data collection methods for pragmatic production: 

spontaneous speech in natural settings, open-ended role-play, open-ended DCT, and 

multiple-choice DCT.  Manes and Wolfson (1981) claimed that the best approach is 

to collect data from spontaneous speech in natural settings when speakers are not 

aware of being observed.  Naturally occurring speech may be ideal, but in practice, 

it is difficult to obtain and compare across situations.  In real life, a particular 

behavior may not occur frequently enough to allow collection of a large sampling of 

data, and the range of situations from which the data could be collected might 

be narrow.  Because the variables in naturally occurring speech are complex, and 

can only rarely be held constant to allow for comparison, speech acts observed in 

natural settings can be studied and analyzed only as individual cases. 

 

 The use of DCTs is deemed to be appropriate. For instance, Beebe and Cummings 

(1985) found several advantages of DCT. First, large amounts of data can be collected 

effectively and efficiently. Second, an initial classification of semantic formulas and 

strategies in speech acts can be created and studied. Third, the necessary elements of 

a socially acceptable response can be studied. Fourth, understanding of the social and 

psychological issues which possibly influence speech act ability can be gained. Fifth, 

the body of rules governing speech acts by speakers of a given language can be 

addressed. They also found that DCT written data actually echo the content in 

regular discourse. They concluded that even though the Discourse Competition Task 

does not provide natural speech data, it does demonstrate the idea of the stereotypical 

shape of the speech act. Natural speech may reflect the real dialogue; however, it 

does not offer situational control despite the fact that the situation is regarded as one 

of the most influential variables in speech act performance. 
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The DCT also meets the need of cross-linguistic research to control social variables 

for comparability, which allows the researchers to control basic social factors such as 

setting, power, gender, or social status. The control context helps elicit the realization 

of the speech act under this study, and the manipulation of social factors across 

situations allows the researchers to investigate variation in strategies relative to social 

factors (Blum-Kulka, et al., 1989; Olshtain & Blum-Kulka, 1984). These studies 

indicate that the written DCT is an adequate and efficient method for the present 

study. 

 

The criteria, the definitions and the descriptions of the terms  speech act, expression, 

amount of information and politeness, which was adopted from Hudson et al. (1995) 

are presented in Appendix I. The raters rated the participants’ performance on the 

basis of a 5 points rating scale from 1 to 5 as presented in Appendix J. 

 

The DCT has been piloted prior to the main study. This pilot study informed the 

researcher how the test could be improved. The test was piloted with 20 Hospitality 

students in the 2017/2 academic year, who were excluded from the main study. The 

problematic areas found from the pilot study related to the rating scale, test difficulty 

and familiarity, the appropriate use of English in the DCT test, the procedure of test 

administration and time allotment for the test,  were considered and revised for the 

more acceptable DCT. The set of DCT in this study were validated by the experts with 

the constructing DCT criterias ( See Appendix O and Appendix P ) and used as the 

instrument for the main study. The example of the DCT test in pilot study and main 

study were shown as follows; 
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Please read the following situations. Write what you would say if you are the hotel 

receptionist in each situation. It is expected that you would say something in English 

in each of the situation. 

 

Situation 1( Pilot study) 

The guest check out at the hotel forgot to give back the hotel room key card. What 

would you say  in request to return the room key card? 

You: 

  

                                                                                                                                                                                                                                                     

Situation 1( Main study) 

The guest who is checking out forgot to give back the hotel room key card. What 

would you say to the guest in request to return the room key card? 

You: 

  

 

Situation 6 ( Pilot study) 

The guest  ordered room service and she  waited  for one and half hour. What would 

you say to the annoyed guests to deal with the delay of that hotel room service? 

You: 

  

                                                                                                                                                                                                                                                     

Situation 6( Main study) 

 

The guest has ordered room service but she have wait for one and half hour. What 

would you say to the annoyed guests to deal with the delay of that hotel room 

service? 

You: 

  

 

             

 3.5.3. The Focus Group Interview  

In a focus group design, the social interaction between participants, and choosing a 

suitable interviewee as a group representative are essential issues. The researcher 

selected three students with a high score, three students with a moderate score and 

three from those who had a low score in the experimental group for focus group 

interview; all together 9 students. The questions were prepared to solicit the 

participants’ opinions, views, likes, and dislikes towards utilizing YouTube on 
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learning speech acts. This study assumes that the interview would be able to provide  

in-depth meaning of how the students view the teaching and learning of English 

requests and apology by utilizing YouTube. The interview is considered as an effective 

way to understand feelings, interests, attitudes and concerns of individuals (Gay & 

Airasian, 2003). 

 

The students’ perception of learning pragmatics helps determine how students react 

and view their learning experience on pragmatics by YouTube interventional 

instruction. This is the method for collecting feedback from the learners regarding the 

insights they gained from using the YouTube interventional instruction. Students 

might share any confusion that they have experienced, the strengths and weaknesses 

of the materials with a specific focus on the utility of the speech act; any problems 

participants have encountered and their suggestions for future improvements. The 

researcher assumes that the learners’ characteristics and beliefs could be accurately 

described or measured in self-reports. The rationale for developing this interview is to 

understand how learners viewed this learning approach, since their perceptions of 

learning pragmatics is an important consideration. The interview consisted of eight 

questions designed to elicit participants’ perceptions about learning and teaching 

pragmatics in request and apology, as well as their experiences in YouTube 

Interventional Teaching Method (See Appendix F). A Thai version of the questions 

were also provided to ensure that all participants understood the questions.  

 

The interviews were conducted in Thai and were recorded. After the interviews, the 

tape-recording was transcribed into a written record and translated into English by the 
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researcher using back to back translation which were then verified and endorsed by 

experts.    

 

Nonverbal communication and behavioral responses were reflected in the transcript, 

as the way members of the group used words and the tone of voice was an important 

source of information, which can radically alter the interpretation of a statement. 

Moreover, the transcripts were supplemented with some observational notes that were 

taken during the interview. The method of analysis chosen to analyze the focus group 

data was a thematic analysis, because it produces a systematic and comprehensive 

overview of the data (Boyatzis, 1998; Bertrand et al., 1992; Knodel, 1993; Wilkson, 

2004). The analysis in the focus group data is described as follows. 

Step 1: Go through each of descriptive responses given by the participants in 

order to understand the meaning they communicate. The aim of this step is to 

be familiar with the data. 

Step 2: Read through the transcripts and make notes on general themes within 

the transcripts. 

Step 3: Read through transcripts again and write down as many headings as 

necessary to describe all aspects of the content. 

Step 4: The list of categories and sub-headings is established. The categories 

are checked with some of the interviewees to make sure the categories cover 

all aspects of the interviews. 

Step 5: Each transcript is worked through with the list of categories and sub-

headings and coded according to the list of category headings. 

Step 6: Start writing up the findings. 
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3.5.4 The Survey 

The researcher used eight open-ended survey questions to investigate students’ 

perceptions and beliefs in the context of their group activities which referred to 

YouTube interests and experiences. Open-ended survey questions are often used in 

surveys to provide respondents with the opportunity to freely express their opinion 

about issues. Open-ended questions can also provide a greater depth of insight than a 

closed-ended question. In addition, open ended questions allow the respondents to 

express  their opinions without being influenced by the researcher (Foddy, 1993: 127). 

The survey questions were delivered to students after eight weeks of pragmatic 

treatment and they were requested to write answers freely in Thai. They expressed 

their beliefs and opinions with comments and suggestions in their written answers and 

returned this information to the researcher.  The same set of eight questions used in the 

focus group interview were adopted for the members of the experimental group to seek 

students’perception and beliefs on learning pragmatics with YouTube intervention 

teaching method.  

 

3.6 Teacher Selection and Selection Process 

The teachers teaching in the control and experimental groups were chosen with the 

selection process, and trained by the researcher before beginning the students’ 

pragmatic treatment.  The teacher selection process followed the steps outlined below: 

Step 1: The teacher background survey was provided to teachers who teach English 

for Hotel in one of 6 classes (each class had just one teacher) to collect demographic 

information of the teachers. 
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Step 2: According to the results of the survey, the researcher created a standard of the 

demographic variables to match the teachers for homogeneity.  

Step 3: Teachers who had the same characteristics were chosen then,  2 teachers were 

randomly selected for pragmatic teaching in 2 groups (Experimental and Control) 

Table 3.4 below illustrates the characteristics of the two chosen teachers. 

Table 3. 4  
 

Summary of teachers' information 
Sort of Information Teacher A Teacher B 

Group Experimental Control 

Gender Female Female 

Age 29 years 32 year 

Nationality Thai Thai 

Education M.A./English Teaching M.A./English Teaching 

Experience 6 years 5 years 
 

3.7 Research Procedure 

 
Figure 3.1 Research procedure 
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Table 3. 5  
 

Procedure of data collection and activities for the experimental group and the control 

group 

Week Dates Activities 

0 January 2018 Proficiency Test 

  Separate group (Treatment and Control) 

  Pre-test 

  Pre-test/ training / Post-test of teacher in experimental 

group  

1-2 January 2018 Introducing pragmatics, pragmatic awareness, 

sociopragmatics and pragmalinguistics 

3-4 January 2018 Teaching how to make polite request  

5 February 2018 Use request with Discourse Completion Test  

6-7 February 2018 Teaching how to make polite apology   

8 February 2018 Use apology with Discourse Completion Test 

9 March 2018 Post-test and interview 

 

Table 3.5 and Figure 3.1 show the activities before the first week of the instruction. 

The participant’s English proficiency was evaluated, then they were separated into the 

experimental and control groups. Next,  the learners’ pragmatics knowledge was 

measured using the Discourse Completion Test (DCT) in a pretest. After eight weeks 

of the instruction, participants in both the experimental and control groups were re-

tested using a DCT as a post-test, to measure the improvement of their pragmatic 

competence.  

 

In order to demonstrate how well the YouTube intervention affects the participants’ 

pragmatic competence development, the participants’ pragmatic scores obtained from 

the pretest and post-test of the experimental group were compared to gain insights on 

how much their pragmatic competence post-test score was different from their pretest 
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scores. Then, the participants’ patterns of linguistic development, emerging from the 

participants’ responses when they dealt with the speech acts of request and apology in 

different situations in pretest and post-test were analyzed and discussed. Finally, 

participants in the experimental group were asked to determine their perceptions of 

learning pragmatics through YouTube intervention.  

 

Overall, this research intends to answer the following research questions:  

RQ1: Do both the Conventional Teaching Method (CTM) and the YouTube 

Interventional Teaching Method (YITM) have a positive effect on the EFL learners’ 

pragmatic competence? and what is the relative effect of YouTube Interventional 

Teaching Method (YITM)  compared to Conventional Teaching Method (CTM) ? 

 

The first research question was generated into the following research hypothesis; : 

H1 : There is a statistically significant difference between pretest and post-test scores 

of request speech act performance between experimental and control group. 

H2 : There is a statistically significant difference between the experimental group and 

the control groups in post-test scores of request speech act performance.  

H3 : There is a statistically significant difference between  pretest and post-test scores 

of apology speech act performance in both experimental and control groups. 

H4 : There is a statistically significant difference between the experimental group and 

control group in post-test scores of apology speech act performance. 

H5 : There is a statistically significant difference between pretest and post-test scores 

of the total speech acts, request and apology in both experimental group and control 

group. 
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H6 : There is a statistically significant difference between the experimental group and 

control groups in post-test  scores of  two speech act performances, request and 

apology.  

RQ2: What is the pragmatic development in terms of speech act strategies and pragma-

linguistic competence performed by the learners before and after learning request and 

apology speech acts with YouTube intervention? 

 

RQ3: How do Thai EFL hospitality students perceive learning pragmatics utilizing 

YouTube intervention?  

 

The first research question concerns the effectiveness of the two instructional 

treatments of teaching pragmatic competence for Thai EFL learners. This research 

question was answered by examining the learners’ pragmatic productions performed 

in the learners’ DCT pretest and post-test situations. It is hypothesized that Thai EFL 

learners studying pragmatics with YouTube intervention will have higher post-test 

scores than the learners studying pragmatics with traditional instruction. The second 

research question explores the pragma-linguistic development and strategies of 

performing request and apology which the learners of the experimental group perform 

in the pretest and the post-test. The research will answer this question by analyzing the 

pragma-linguistic features and strategies in performing request and apology acts that 

the learners produce after learning pragmatics through YouTube intervention. Lastly, 

the third research question aims to investigate how Thai EFL students perceive their 

learning experiences and their opinions on learning pragmatics through YouTube 

intervention. 
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3.8 Data Analysis 

Two native-English speakers who are university teachers in Songkhla, Thailand 

received training to use the rating scale to evaluate the participants’ responses in the 

DCTs in both the pretest and post-test. They  assessed the participants’ pragmatic 

competence based on the rating system developed by Hudson, Detmer, and Brown 

(1995), which contains the following components: the ability to correctly use speech 

acts; expressions and vocabulary; the amount of information used; and degree of 

appropriateness (See Appendix I).  The participants’ performances were rated on a 5-

point rating scale ranging from 1 to 5 in the four components (See Appendix J).  

 

3.8.1 Research Question One  

The data collected from this study was analyzed quantitatively. The first research 

question was tested using analysis of descriptive statistics, t-test, Cohen’s D, and the 

Analysis of Covariance (ANCOVA). 

 

3.8.2 Research Question Two 

A content analysis in qualitative method was used to answer research question two 

and the request and apology taxonomy and politeness strategies were adopted for 

analyzing and discussing the request and apology strategies by comparing the pragma-

linguistic competence of learners before and after learning through YouTube 

interventional instruction, based on the learners’ pretest and post-test performance. 

 

3.8.3 Research Question Three 

The data from the survey and focus group interview about students’ perceptions of 

learning pragmatics with YouTube intervention teaching method was compiled and 
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analyzed qualitatively using the Thematic Analyses described by  Boyatzis (1998).  

A Qualitative method was adopted in this study for exploring how individuals view 

their learning experience about learning pragmatics. A Thematic Analysis was used 

to analyze the data. After analyzing the data obtained from survey questions and 

students’ interviews, some general themes were identified during the coding 

process, which were developed in several categories. Those specific themes and 

categories are reported in Chapter Four. 

 

Table 3.6  
 

Summary of data analysis 

Research Questions Instruments Data Analysis 

1. Do  the Conventional Teaching Method 

(CTM) and the YouTube Interventional 

Teaching Method (YITM) have a positive 

effect on the EFL learners’ pragmatic 

competence? and What is the relative effect 

of YouTube Interventional Teaching Method 

(YITM)  compared to Conventional 

Teaching Method (CTM) ? 

Discourse 

Completion Test 

Quantitative: 

Hypothesis 1-6  

Analyzed by T-test, 

ANCOVA and 

Cohen’s d  

2. What are the differences of strategies and 

pragma-linguistic competence performed 

by the learners who learn request and 

apology speech acts before and after 

learning pragmatics with YouTube 

intervention? 

Linguistic  

performance  

in Discourse 

Completion Test 

Qualitative: 

Content Analysis  

3. How do Thai EFL hospitality students 

perceive learning pragmatics utilizing 

YouTube intervention?  

Survey Question 

and Focus Group 

Interview 

Qualitative: 

Thematic Analysis 

 

3.9 Coding Scheme 

The development patterns of linguistic performance in the DCT were analyzed by   

Taxonomies of requests and apology 
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The classification in this research follows Chang’s (2010) typology of Illocutionary 

Force Indicating Device (IFID) and adjuncts, and it also includes some strategies 

and examples from Olshtain and Cohen (1983). (see table 2.2) 

 

The speech act taxonomy of request was described by Trosborg (1995) based on 

Austin (1962), Searle (1976), Blum-Kulka and Olshtain (1986), and Brown and 

Levinson (1987) as “an illocutionary act whereby a speaker (i.e. requester) conveys 

to a hearer (i.e. requestee) that he/she wants the requestee to perform an act which 

is for the benefit of the speaker” (p.187) was used as coding scheme. (See Table 2.3 

and Table 2.4).  

  

3.10 Validity 

Validity can be defined as the appropriateness of a given test or any component as a 

measure of what it intends to measure (Henning, 1987; Polit & Hungler, 1999). 

Validity is best defined by the American Psychological Association (1985) as the 

appropriateness, meaningfulness, and usefulness of the specific inferences made from 

test scores. As Hughes (2003) states, a test is noted to be valid if it really measures 

what it is supposed to measure. According to Bachman (1990) and Hyland (2003), the 

instrument can be validated via two major ways: face-validity and content validity.  

 

The first represents the surface credibility of the test, which is concerned with what 

teachers and students think of the test (Harrison, 1983). As Sekaran (2006) pointed 

out, face validity indicates that the items that are intended to measure a concept do, on 

the face of it, look like they measure that concept. For the face validity in this study, 

the DCT, survey, and interview are appropriate instruments for measuring Thai EFL 
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students’ pragmatic competence. The concepts of politeness and the appropriate 

linguistic features as well as the situations in hotel service represent the real situations 

in hotels work in Thailand. The test and survey-interview questions were conducted 

according to what learners had learned from the instructional treatment, activities and 

tasks they completed in classes. Therefore, the ten items in the DCT test, and the eight 

survey-interview questions can allow students to express their pragmatic competence 

in request and apology and their perception on YouTube interventional treatment. 

 

For content validity, Kothari (2004) referred to it as how a measuring instrument offers 

satisfactory coverage of the studied topic domain. In other words, content validity 

reflects how effectively the structures of a conception are attributed (Sekaran, 2006). 

In this study, the DCT pretest and post-test are considered to be appropriate 

instruments to measure the request and apology speech acts (Blum-Kulka, et al.1989; 

Cien Duang, 2016; Ning Lin, 2013; Olshtain & Blum-Kulka, 1984). 

 

In addition, using the quasi-experimental design in this study, the internal validity, 

which means that the changes observed in the dependent variable are due exclusively 

to the effect of the independent variable, and not because of some other unintended 

variables (Mertens, 2010). As Mertens (2010),  Privitera (2014) and Mari-Anne Sørlie 

and Terje Ogde (2014) pointed out, internal validity is influenced by several factors: 

history, maturation, regression, testing effect, instrumentation, measurement, 

heterogeneous attrition, and environment. According to Mertens (2010) and and Mari-

Anne Sørlie and Terje Ogde (2014), there are procedures to be followed to obtain 

internal validity: history, selection, maturation, testing, instrumentation, experimenter 



Universlti Utara Malaysia 

 

86 

 

effect, experimental mortality, subject effect, diffusion, selection-treatment 

interaction, setting-treatment interaction, multiple-treatment interference . 

 

History: History refers to the period of time when the dependent variable of the 

experiment may be affected by some external factors. The longer the study period, the 

greater the vulnerability to effect of extraneous variables (Mertens, 2010; Privitera, 

2014; and Mari-Anne Sørlie and Terje Ogde, 2014). The current study lasted for eight 

weeks, which was not considered a long period. Therefore, the findings of the current 

study were less likely to be affected by the History effect. 

Differential Selection: If participants with different characteristics are in the 

experimental and control groups, this difference may cause the result of the study 

rather than the intervention (Mertens, 2010; Privitera, 2014; and Mari-Anne Sørlie and 

Terje Ogde, 2014). All students in the current study were Thai nationality, and were at 

the same age (19-21 years). Furthermore, the number of classes were equivalent. 

Therefore, these producers overcome the threat of differential selection effect. (See 

Table 4.1) which illustrates the distribution of samples with genders among groups of 

the current study). 

Maturation: Biological or psychological changes that may happen in the participants 

during the treatment period of the study is referred to as the maturation effect (Mertens, 

2010; Privitera, 2014; and Mari-Anne Sørlie and Terje Ogde 2014). The present study 

was conducted in eight weeks, a period not long enough to allow for significant  

biological, psychological or mental changes in the individuals.  

Testing: This threat to validity comes from the use of the pre-test and post-test. There 

is a possibility that the participants know the contents of the testing. Studies which 

apply pre-test and post-test are susceptible to this validity threat (Mertens, 2010; 
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Privitera, 2014; and Mari-Anne Sørlie & Terje Ogde 2014). The current study used the 

DCT test. This instrument requires the students to write answers as requested by 

context of each situation. So, the testing threat was overcome by the nature of the 

testing instrument which was used in the current study. 

Instrumentation: Instrumentation is one of the threats to validity especially in 

research which uses pre-test and post-test. Actually, this threat appears when different 

instruments are used in the pre-test and post-test, or when measuring instruments are 

used without a high reliability and validity score (Mertens, 2010; Privitera, 2014; and 

Mari-Anne Sørlie & Terje Ogde 2014). The current study used the same instruments 

in pre-test and post-test. Therefore, control of extraneous variables ensured that the 

results were due to the treatment. In this way the current study was internally valid. 

Experimenter Effect: This threat refers to the possible effect on results of the teacher 

style and relation with students. For instance, the teacher’s style or friendly relation 

with students may cause the result, not the intervention (Mertens, 2010; Privitera, 

2014; and Mari-Anne Sørlie & Terje Ogde, 2014). Hence, to control this threat, the 

teachers’ background was investigated and teachers were chosen based on equivalent 

qualifications. They received the teacher background survey in order to investigate and 

choose teachers with equivalent qualifications. Two teachers with the same gender, 

experiences and qualifications were selected for this study. 

Experimental mortality: Experimental mortality refers to the threat of participants 

dropping out of the experiment during the course of the study. If the participants 

differentially drop out of the experimental and control groups, it could pose a threat 

for validity (Mertens, 2010; Privitera, 2014; and Mari-Anne Sørlie and Terje Ogde, 

2014). The researcher obtained the approval from students to carry out the study and 

enroll their help to prevent mortality. Additionally, according to Mertens (2010) and 
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Wright (2014), using a big sample will help reduce the threat of experimental 

mortality. The current study has a fairly large sample of 60 students, divided into two 

groups, experimental and control. This size should help reduce the possibility of 

experimental mortality. Moreover, the intervention of the current study was provided 

at one session weekly, so the teacher provided the intervention when all students were 

present.  

Subject effect: This threat means that the participants in the study may change their 

attitude, either losing or increasing their motivation or enthusiasm for the treatment, 

posing a potential threat to the internal validity (Mertens, 2010; Privitera, 2014; and 

Mari-Anne Sørlie & Terje Ogde, 2014). This threat did not have an effect because the 

population of the current study were students who needed to learn English pragmatics 

for equipping their communicative competence since they have to join an internship 

program in the following semester. So, they all paid good attention to the weekly 

learning pragmatic class. 

Diffusion: This threat occurs when the participants  in the two groups, experimental 

and control, interact with each other (Mertens, 2010; Privitera, 2014; and Mari-Anne 

Sørlie & Terje Ogde, 2014). The students in the two groups in this study did not 

interact with each other because they were at  different campuses. 

 

Another type of validity would be considered in this study was external validity. 

According to Mertens (2010) and Privitera (2014), external validity relates to the 

possible dissemination of research results. It is an indication of the extent to which 

conclusions of the research can be generalized. Three threats were addressed in 

external validity - Selection-Treatment Interaction, Setting-Treatment Interaction and 

Multiple-Treatment Interface. These were briefly explained below: 
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Selection-Treatment Interaction: This threat refers to a situation where the sample 

did not truly represent the original population, hence the results cannot be generalized 

(Mertens, 2010; Privitera, 2014; and Mari-Anne Sørlie and Terje Ogde 2014). This 

threat was overcome through the selection of the sample. The participants were 

selected by purposive sampling.  The first class was the experimental group, the second 

class was the control group. However, the selected participants represent Thai 

Hospitality students since they share national criteria for hospitality program 

requirements.    

Setting-Treatment Interaction: This threat was linked to the treatment conditions, 

such as class environment and noise. These conditions may affect students’ attention 

level and so will affect the results and not the treatment (Mertens, 2010; Privitera, 

2014; and Mari-Anne Sørlie and Terje Ogde 2014). The two groups were selected at 

the same university. In addition, the classroom environment was similarly equipped 

with teaching and learning facilities. The YouTube intervention was applied in the 

experimental group, the conventional teaching approach was applied in the control 

group, both were in a similar classroom environment for each group without changing 

any conditions. 

Multiple-Treatment Interference:  According to Mertense (2010), if the participants 

receive more than one treatment, then the results may not be attributed to the effect of 

one treatment alone, and this can be a threat to external validity. To overcome this 

threat, permission was taken from the university (Hospitality department) to apply the 

treatment and to seek their cooperation so that the students do not receive any other 

treatment during the period of the study conducted. 

 



Universlti Utara Malaysia 

 

90 

 

3.11 Reliability 

Reliability attempts to ensure that should future researchers conduct the same study all 

over again, these researchers should be able to obtain similar results (Yin, 2003). In 

other words, there is consistency in the data results. According to Coombe, Folse and 

Hubley (2007), the test format, the content of the questions, and the time given for the 

test takers may affect the reliability of the data. In this study, the format, the content, 

and the time given to the participants were given extra care to achieve the reliability 

requirements. To achieve the inter-reliability of the pre- and post-tests, Hughes (2003) 

states that the pre- and post-tests are reliable when the scores in the two tests are 

correspondent, or there is just a small difference. Therefore, the DCT test of the pre- 

and post-tests are marked by two raters using the rating scale developed by Hudson et 

al. (1995), which is a reliable scale and has been used in many studies in the pragmatic 

assessment field. However, rating these DCT tests may vary from one rater to another 

because there is a possible difference in judgments (Gamaroff, 2000). To overcome 

such different judgments, two raters will be assigned to rate the participants' writing 

tasks. The first rater is a PhD qualified researcher in ELT, who has been teaching 

English at a Thai university with more than five-years experience. The second rater 

has been teaching English for Specific Purposes (ESP) at a Thai university for almost 

8 years. Before rating, a rating training session  was held to discuss the rating process 

using Hudson et al.’s (1995) scale. The scores of the pre- and post-tests were collected 

from each rater and the mean scores were calculated by each rater. To determine the 

inter-rater reliability of the ratings, Cohan kappa was used to measure the level of 

agreement between the raters. Following the rating process, the students’ scores were 

averaged to obtain a single score (i.e. the mean scores of the two raters).  
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3.12 Ethical considerations 

Ethical standards and procedures were taken into account and reviewed by  university 

Utara Malaysia. Studies undertaken in naturalistic university settings are inherently 

complex in ethical terms. The university was insistent that the following provisions be 

put in place to protect against issues/problems with ethics: 

 

1. Securing informed institutional consent. Part of this was for the director to 

understand if the YouTube instructional approach as possible. This involves presenting 

the interventions and assessment tasks associated with the study which are appropriate 

to the existing program’s content. 

2. Ensuring that the participating teachers were not overly advantaged or 

disadvantaged (in the eyes of the director and other teachers) by their group assignment 

or in comparison to nonparticipants. 

4. Ensuring that the student participants were not disadvantaged or unreasonably 

advantaged by their involvement in the study. 

 

3.13 Summary 

This chapter provided a detailed description of the research methodology of the current 

study, including the discussion of the research design, the choice of participants, the 

teaching material treatment, the instruments, and the discourse completion test used to 

collect data, as well as the method of data analysis, and coding, validity, reliability and 

the ethical considerations of the research. 
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CHAPTER FOUR 

FINDINGS 

4.1 Introduction 

Chapter Four presents the results of the analysis of the present study in three sections 

according to the three research questions. 

 

The first section is a report and discussion on the data analyses to answer the research 

questions which consist of 6 research hypotheses from the quantitative perspective. 

Specifically, it includes a statistical comparison of the participants’ performances on 

the Discourse Completion Tests (DCT) in the pretest and post-test of each treatment, 

and between two different treatments, the Conventional teaching method (CTM) and 

the YouTube interventional teaching method (YITM), in three parts. The three parts 

include request competence, apology competence, and overall pragmatic competence 

(request and apology). 

 

In the second section, the data from students in the experimental group, the YouTube 

interventional teaching method (YITM), was presented, describing  the results of the 

students’ pragmatic development in request and apology from pretest to post-test. In 

this section, the strategies used in request and apology, pragma-linguistic development 

in the DCT pretest to post-test is also shown. It shows how learners’s pragmatic 

competence improves as a result of learning pragmatics with the YouTube Intervention 

Teaching Method. 

 

The third section provides the results of the students’ perceptions of learning 

pragmatics from the survey questions.  It provides in-depth information on how the 
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students viewed their pragmatic learning experiences with the YouTube Interventional 

Teaching Method. 

 

4.2 Demographic Characteristics of  Subjects 

This study taken into account the participants’ gender, age, nationality,experience 

studying abroad, English GPA, and their hotel internship experience. For gender, there 

were many similarities between the males(10%) and females(90%). Regarding their 

age, The participants were 19-20 years-old (73% for experimental group and 67% for 

control group) and 21-22 years-old (27% for experimental group and 33% for control 

group). The students were all Thai, who had no experience studying abroad, but all 

had at least 2-months internship experience in a hotel as a hospitality program 

requirement. Focusing on their grade point average in previous English courses, they 

received 2.5-3.0 GPA(77% for experimental group, 83% for control group) and 3.1- 

4.0 GPA (23% for experimental group and 17% for control group). This is shown in 

Table 4.1 

 

Table 4.1  

 

Demographic characteristic of subjects 
Demographic 

variables 

categories Frequencies 

(F) 

Percentage 

Frequencie 

(%F) 

Frequencies 

(F) 

Percentage 

Frequencies 

(%F) 

  Experimental                 Control 

Gender Male 3 10 4 13 

 Female 27 90 26 87 

Age 19-20 years 22 73 20 67 

 21-22 years 8 27 10 33 

Nationality Thai      30 100 30 100 

Studying abroad 

Experience  

 0 0 0 0 

Table 4.1 (Continued) 
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English GPA  2.5-3.0 23 77 25 83 

 3.1-4.0 7 23 5 17 

Hotel internship 

experience 

2 months 30 100 30 100 

 

This study applied a pretest-post-test control group experimental design, and the 

independent variable was the treatment with two different approaches: the control 

group who received text-driven pragmatic teaching in a conventional teaching 

approach, and the experimental group who received not only text-driven teaching but 

also the selected YouTube videos integrated into classes. The dependent variable was 

students’ pragmatic competence. This study works with two intact groups of English 

for hotel course students in the Hospitality program. In order to determine the English 

language proficiency equivalence of the participants, only students with university 

grade point average at moderate levels in each group were selected and then the 

English Comprehension Test was used.  The statistical analysis showed that these 

groups did not differ significantly in the performance of the English Comprehension 

Test (F = .80, df = 2 p = .93). The study results were presented according to research 

questions and research hypotheses in the next section. 

 

4.3. Findings for Research Question One  

Do the Conventional Teaching Method (CTM) and the YouTube Interventional 

Teaching Method (YITM) have a positive effect on the EFL learners’ pragmatic 

competence? and What is the relative effect of the YouTube Interventional Teaching 

Method (YITM)  compared to the Conventional Teaching Method (CTM) ? 
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In order to test research question one, the DCT test was rated by two native speakers 

using the definitions and descriptors of the correct speech act, expression and 

vocabulary, amount of information and degree of appropriateness adopted from 

Hudson, Detmer & Brown,  (1995).  To test the consistency of the rating of DCT test, 

Cohan Kappa was computed. As shown in Table 4.2, inter-raters’ reliability of 0.93, 

0.88, and 0.90 were obtained for overall DCT test (situation1-10), Request DCT test 

(situation 1-5) and Apology DCT test (situation 5-10) respectively. The result 

confirmed that two English inter-raters had high consistency of the rating of DCT test 

in overall DCT test, DCT test on request speech acts, and DCT test on apology speech 

acts.  Table 4.2 showed inter-rater reliability of the scores of DCT test. 

 

Table 4.2  

 

Inter-rater reliability of the scores of DCT test 
     

   DCT Test 

Correlation 

Coefficient (r) of rater 

1 and 2 

Intraclass 

Correlation 

Coefficients (ICC) 

Discrimination 

 DCT Test situation 1-

10(Request and 

Apology Acts) 

0.91 0.93 

 

(Very good) 

0.23-0.72 

 DCT Test situation 1-

5 (Request Act) 

0.84 0.88 

(Good) 

0.35-0.74 

 

 DCT Test situation 6-

10(Apology Act) 

0.82 0.90 

(Good) 

0.28-0.71 

 

Table 4.3 

Description for interpreting effect size of Cohen’s d 
     Source Statistic Value Interpretation 

 

    Cohen, 1988 

 

Cohen’s d 

 

.20 

 

.50 

 

Small effect size 

 

Medium effect 

size 

   

.80 

 

Large effect size 

Cohen’s d Effect Size by Cohen,1988 
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The sections below presented the research findings in research question one, looking 

for the testing the research hypothesis 1 to hypothesis 6 as follows; 

 

4.3.1 Research Hypothesis 1  

There is a statistically significant difference between the pretest and post-test scores 

of request speech act performance in the control group and experimental group. 

The descriptive statistical, pair t-test, and Cohen’s d were used to find out the 

significant difference between pretest to post-test of each teaching approach on 

students’ pragmatic competence in requesting within four pragmatic components. The 

0.05 level of significance was used in the statistical analysis. 

  

Students in the control group showed improvement in their DCT post-test compared 

to the pretest in terms four pragmatic elements. The t-test result in Table 4.4 showed 

the differences of learners’ pragmatic competence in request acts for the control group 

before and after the treatment. The level of significance of pre- and post-test overall 

requesting scores M= 49.18 (SD=12.66) in the pretest and M=64.42 (SD=8.06 ) in the 

post-test was .000 which was less than .05; this indicated that there was a significant 

difference between two scores of pre- and post-test in overall rating components. 

 

The score improvement in particular elements of using correct speech acts  

Mean=12.88 (SD=3.71) in pretest and  M=17.87(SD= 1.66) in post-test,  expressions 

and vocabulary  M=13.95 (SD=3.20 ) in pretest and M=17.65 (SD=1.71) in post-test, 

the amount of information M= 11.03 (SD=3.04) in pretest and M= 15.12 (SD=1.88) in 

post-test, and degree of appropriateness M=11.33(SD=3.32) in pretest and M=14.45 

(SD=1.95) in post-test of the control group indicated that students who receive 
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instruction on pragmatics in a traditional approach using text only, increased their 

pragmatic competence. In addition, Cohen’s d, which describes effect size presented 

the overall component effect size (d=0.47 ) and more details effect size in the 

component of using correct speech act (d=0.05), expression and vocabulary (d=0.08) 

the amount of information (d=0.37) the component of degree of appropriateness (d=0.58). 

Cohen’s d result indicated that students in this group produced slight improvement in 

pragmatic competence after pragmatic instruction. Table 4.4 and figure 4.1 illustrated 

students’ pragmatic performance in DCT pretest and post-test. 

 

Table 4.4  

 

Mean scores of the pretest and the post-test in the four components of the control group 

Rating elements n  Mean SD df t sig Cohen’s 

d 

Correct speech act 

        Post-test 
        Pretest 

 

30 

30 

  

17.87 

12.88 

 

1.66 

3.71 

 

29 

 

6.84* 

 

0.00 

 

0.05 

Expression and 

vocabulary 

         Post-test 

        Pretest 

 

30 

30 

  

17.65 

13.93 

 

1.71 

3.20 

 

29 

 

5.80* 

 

0.00 

 

0.08 

Amount of 

information 

        Post-test 

        Pretest  

  

30 

30 

 

15.12 

11.03 

 

1.88 

3.04 

 

29 

 

7.36* 

 

0.00 

 

0.37 

 Degree of 

appropriateness 

        Post-test 

        Pretest 

  

30 

30 

 

14.45 

11.33 

 

1.95 

3.32 

 

29 

 

5.63* 

 

0.00 

 

0.58 

Overall 

        Post-test 

        Pretest 

  

30 

30 

 

64.42 

49.18 

 

8.06 

12.66 

 

29 

 

6.82* 

 

0.00 

 

0.47 

*p<0.05 
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Figure 4.1 Mean scores of the pretest and the post-test in the four components of the 

control group 
 

Correspondingly, the descriptive statistical, t-test and Cohen’s d were used to find out 

the significant difference of students’ request score in pre-post test in the experimental 

group with four pragmatic components. The 0.05 level of significance was used in the 

statistical analysis. After 8 weeks, members of the experimental group showed 

significant improvement in their DCT post-test compared to the pretest in overall 

pragmatic components M=54.63 (SD=1.78) in the pretest and M= 76.65 (SD=6.44) in 

the post-test. The level of significance of pretest and post-test scores was .000 which 

was less than 0.05. This result indicated that there was a significant difference between 

two scores of pre- and post-test in overall rating components. The score revealed an 

improvement in  elements of using correct speech acts in which M=14.85 (SD=4.48) in 

pretest and M=20.28 (SD=1.73) in post-test,  expressions and vocabulary in which 

M=13.85(SD=4.37) in pretest and M=19.21(SD=1.77) in post-test, the amount of 

information in which M=12.67(SD=4.16) in pretest and M=18.07 (SD=2.15) in post-

test, and degree of appropriateness in which  M=13.27(SD=4.19) in pretest and 
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M=18.70(SD=1.99) in post-test. These pairs of scores indicated that students who 

received instruction on pragmatics using pragmatic text accordingly with YouTube 

intervention somewhat increased their pragmatic competence in the requesting.  The 

Cohen’s d result describes effect size presented the overall component effect size 

(d=0.21 ) and more details effect size in the component of using correct speech act 

(d=0.36), expression and vocabulary (d=0.15) the amount of information (d=0.19) the 

component of degree of appropriateness (d=0.15). Cohen’s d result indicated that 

students in this group produced slight improvement in pragmatic competence after 

pragmatics instruction. Table 4.5 and Figure 4.2 illustrated students’ pragmatic 

performance in DCT pretest and post-test.  

 

Table 4.5  

 

Mean scores of the pretest and the posttest in the four components of the experimental 

group 
 Rating elements n Mean SD df t sig Cohen’s 

d 

Correct speech act 

       Post-test 

       Pretest  

 

30 

30 

 

20.28 

14.85 

 

1.73 

4.48 

 

29 

 

6.94* 

 

0.00 

 

0.36 

Expression and 

vocabulary 

       Post-test 

       Pretest  

 

30 

30 

 

19.21 

13.85 

 

1.77 

4.37 

 

29 

 

6.57* 

 

0.00 

 

0.15 

Amount of information 

       Post-test 

       Pretest  

 

30 

30 

 

18.07 

12.67 

 

2.15 

4.16 

 

29 

 

6.83* 

 

0.00 

 

0.19 

 Degree of 

appropriateness 

       Post-test 

       Pretest  

 

30 

30 

 

18.70 

13.27 

 

1.99 

4.19 

 

29 

 

6.79* 

 

0.00 

 

0.15 

Overall 

       Post-test 

       Pretest  

 

30 

30 

 

76.65 

54.63 

 

6.44 

1.78 

 

29 

 

7.17* 

 

0.00 

 

  0.21 

*p<0.05 
 



Universlti Utara Malaysia 

 

100 

 

 

Figure 4.2 Mean scores of the pretest and the post-test in the four components of the 

experimental group 
 

4.3.2 Research Hypothesis 2   

There is a statistically significant difference between the control group and the 

experimental group in post-test scores of request speech act performance.  

With respect to this research hypothesis, the students’ request speech act scores were 

analyzed by descriptive statistical and t-test, the analysis of covariance (ANCOVA), 

and Cohen’s D. 

 

In order to confirm that the students in both groups were homogeneous, the results of 

the DCT pretest scores based on the ability to use correct speech acts, expressions and 

vocabulary, the amount of information, and degree of appropriateness by the two 

groups were reported in Table 4.6 and Figure 4.3 .The results showed that there was 

no significant group effect for the DCT pretest; namely, the two groups did not differ 

in their pragmatic competence relative to four pragmatic components. There was no 

significant group effect in the DCT pretest-controlled group M=49.18(SD=12.66) and 
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DCT pretest experimental group M=54.63(SD=16.78) at 0.05; that is, the two groups did 

not differ in their pragmatic competence in overall score. Furthermore, the result from 

t-test and Cohen’s d ensured that students were homogenous in English requesting 

competence in detail of four pragmatic elements before the pragmatic teaching. 

 

Table 4.6  

 

Mean scores of the pretest in the four components by groups 

Rating 

Component 

Controlled 

group 

Experimental 

group 

df t sig Cohen’s 

d 

Pretest(n=30) Pretest(n=30) 

Mean SD Mean SD 

Correct speech 

act 

12.88 3.71 14.85 4.48 58 1.85 0.07 0.24 

Expression and 

vocabulary 

13.93 3.20 13.85 4.37 58 0.08 0.93 0.01 

Amount of 

information 

11.03 3.04 12.67 4.16 58 1.74 0.09 0.23 

Degree of 

appropriateness 

11.33 3.32 13.27 4.19 58 1.98 0.05 0.26 

Overall 49.18 12.66 54.63 16.78 58 1.42 0.16 0.19 

*p<0.05 
 

 

Figure 4.3 Mean scores of the pretest in the four components by groups 
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After eight weeks of treatment, the groups comparison of the DCT post-test scores was 

conducted.  The descriptive statistics, t-test and Cohens’ d results reported the 

students’ scores in each group (Refer to Table 4.7). 

  

There was a significant group effect in the DCT post-test-control group M=64.42 

(SD=8.06) and DCT post-test experimental group M=76.65 (SD=6.44) at 0.00 level; that 

is, the two groups did differ in their pragmatic competence in overall score. Similarly, 

with a focus on the four pragmatic components, the students’ score in control group 

compared to experimental group in each component were M=17.87 (SD = 1.66) to 

M=20.28 (SD = 1.73) in using correct speech acts, M=17.65 (SD=1.71)  to M=19.21 

(SD = 1.78) in expressions & vocabulary, M=15.12 (SD = 1.88) to M=19.21 (SD = 

1.78)  in the amount of information, and M=14.45 (SD = 1.95) to M=18.70 (SD = 1.99) 

in degree of appropriateness. The result  presented the overall component effect size 

(d= 0.85) and  displayed effect size particularly in the component of using correct 

speech act (d=0.73), expression and vocabulary (d=0.46) the amount of information 

(d=0.74), and the component of degree of appropriateness (d=1.10). Cohen’s d result 

indicated that students in the experimental group made higher different effect sizes in 

improving pragmatic competence when compared to conventional pragmatic 

instruction. Table 4.7 and Figure 4.4 illustrated students’ pragmatic performance in 

DCT post-test scores in the two groups. These results showed students who received 

explicit pragmatic teaching integrated with the YouTube videos with text-driven 

group, made greater improvements than those in the conventional teaching group. 

They gained higher scores in all four rating components and overall score when 

compared to the control group.  
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Table 4.7   

 

Mean scores of the post-test in the four components by groups 

Rating 

Component 

Control 

group 

Experimental 

group 

df t sig Cohen’s 

d 

Post-test 

(n=30) 
Post-test(n=30) 

Mean SD Mean SD 

Correct speech 

act 

17.87 1.66 20.38 1.73 58 5.53* 0.00 0.73 

Expression and 

vocabulary 

17.65 1.71 19.22 1.77 58 3.48* 0.00 0.46 

Amount of 

information 

15.12 1.88 18.07 2.15 58 5.66* 0.00 0.74 

Degree of 

appropriateness 

14.45 1.95 18.70 1.99 58 8.35* 0.00 1.10 

Overall 64.42 8.06 76.65  

6.44 

58 6.49* 0.00 0.85 

*p<0.05 
 

 

Figure 4.4 Mean scores of the post-test in the four components by groups 

 

Additionally, there was an intention to verify  difference in  effects between the two 

teaching methods since the pretest used with students in this study is a covariate which 

may affect the result of the students’ post-test scores. Therefore, the analysis of 

covariance (ANCOVA) was used to test significant difference in DCT post-test of the 

two groups. The post-test scores of the two groups were tested employing Analysis of 



Universlti Utara Malaysia 

 

104 

 

Covariance (ANCOVA), with the type of “treatment” as between subject factor, and 

with the pretest as a covariate.  A post hoc test was performed for group comparisons. 

Bonferroni post hoc testing was conducted to identify whether the difference between 

groups exists, and which group performs better. The Bonferroni test revealed that there 

was a pair of groups whose means differed significantly from each other at the p < .05 

level. The analysis of covariance (ANCOVA) results indicated a statistically 

significant main effect on the type of treatments.  The result also found that differences 

did occur between groups in the four components: correct speech acts, expressions and 

vocabulary, the amount of information, and degree of appropriateness in the DCT post-

test. (See Table 4.8) 

Table 4.8  

 

The effects of the type of treatments in the four components of the post-test 

Source df SS MS F sig ? ?𝒑
𝟐 

Correct speech act 

     Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

 

5.82 

72.67 

160.49 

238.98 

 

5.82 

72.67 

2.82 

 

 

2.07 

25.81* 

 

0.17 

0.00 

 

0.04 

0.31 

Expression and 

vocabulary 

    Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

 

2.18 

37.01 

173.74 

212.93 

 

2.18 

37.01 

3.05 

 

0.72 

12.14* 

 

0.40 

0.00 

 

0.01 

0.18 

Amount of 

information 

     Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

 

12.18 

107.41 

224.53 

344.12 

 

12.18 

107.41 

3.94 

 

 

3.09 

27.27* 

 

 

0.08 

0.00 

 

 

0.05 

0.32 

Degree of 

appropriateness 

     Covariate 

     Between 

     Within 

     Total   

 

 

1 

1 

57 

59 

 

15.93 

222.78 

209.55 

448.26 

 

15.93 

222.78 

3.68 

 

 

4.33* 

60.60* 

 

 

0.04 

0.00 

 

0.07 

0.52 
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Table 4.7 (Continued)  

Overall 

     Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

 

220.79 

1923.05 

2866.33 

5010.17 

 

220.79 

1923.05 

50.29 

 

4.39* 

38.24* 

 

0.04 

0.00 

 

0.07 

0.40 

 
 

The result visibly showed that the experimental group scored significantly higher than 

the control group in the four rating scores. It can be concluded that students in the 

experimental groups outperformed the control groups. Table.4.9 and Figure 4.5 

showed the mean scores of the DCT pretest and post-test in the four rating 

components and demonstrated how the groups improved before and after the 

pedagogical intervention. 

 

Table 4.9  

 

Mean scores of the pretest and the post-test in the four components of the two groups 

Rating 

Components 

Control Group Experimental Group 

Pretest Post-test Pretest Post-test 

Mean SD Mean SD Mean SD Mean SD 

Correct speech 

act 

12.88 3.71 17.87 1.66 14.85 4.48 20.28 1.73 

Expression and 

vocabulary 

13.93 3.20 17.65 1.71 13.85 4.37 19.21 1.78 

Amount of 

information 

11.03 3.04 15.12 1.88 12.67 4.16 18.07 2.15 

Degree of 

appropriateness 

11.33 3.32 14.45 1.95 13.27 4.19 18.70 1.99 

Overall 49.18 12.66 64.42 8.06 54.63 16.78 76.65 6.44 

*p<0.05 
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Figure 4.5 Mean scores of the pretest and the post-test in the four components of the 

two groups 

 

This research result ensured that pragmatic traditional instruction and YouTube 

intervention pragmatic teaching helped EFL learners to develop pragmatic 

competence in requesting. However, in comparing the effectiveness of these two 

teaching methods, it was found that the YouTube intervention teaching method 

(YITM) obviously produced better results than the Conventional teaching method 

(CTM). The students in the experimental group scored significantly better on the DCT 

post-test than those who received no YouTube intervention. These results provide 

evidence to suggest that the YouTube intervention approach can be used as a tool to 

deliver pragmatic content. Pragmatic instruction utilizing YouTube provided Thai 

EFL Hospitality students with the opportunity to develop their polite requests by 

recognizing the pragmatic functions, linguistic characteristics, and meanings of their 

occurrences in the different social and cultural contexts shown in the YouTube video 

clips. They were therefore more able to use the target language appropriately in hotel 

service contexts and produce meaningful host-guest conversations. 
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4.3.3 Research Hypothesis 3  

There is a statistically significant difference between  pretest and post-test scores of 

apology speech act performance in the control group and experimental group. 

 

The descriptive statistical, pair t-test, and Cohen’s d were used to find out the 

significant difference between pretest to post-test of each teaching approach on 

students’ pragmatic competence in apologizing (DCT test 6-10) within four pragmatic 

components. The 0.05 level of significance was used in the statistical analysis.  

 

Students in the control group revealed improvement in their DCT post-test compared 

to the pretest in four pragmatic elements. The t-test result in Table 4.10 showed the 

differences of learners’ pragmatic competence in apology acts for the control group 

before and after the treatment. The pre and post test overall apologizing scores were 

M=34.40 (SD=12.86) in the pretest and M=61.41(SD=8.39 ) in the post-test. The level 

of significance  was .00 which was less than .05; this indicates that there was a 

statistically significant difference between two scores of pre- and post-test in overall 

rating components in the control group. 

 

The score improvement in particular element of using correct speech acts  M=9.52 

(SD=3.41) in pretest and  M=17.30 (SD=2.50) in post-test,  expressions and vocabulary  

M=8.60 (SD=3.30 ) in pretest and M=15.28 (SD=2.44) in post-test, the amount of 

information M=8.02 (SD=3.03) in pretest and M=14.43 (SD=2.25) in post-test, and 

degree of appropriateness was  M=8.27(SD=3.36) in pretest and M=14.53(SD=2.21) 

in post-test of the control group. It indicated that students who received instruction on 

pragmatics in the traditional way increased their pragmatic competence. In addition, 
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Cohen’s d, which describes effect size presented the overall component effect size 

(d=0.18 ) and more details effect size in the component of using correct speech act 

(d=0.38), expression and vocabulary (d=0.09) the amount of information (d=0.12) the 

component of degree of appropriateness (d=0.43). The Cohen’s d showed that members 

of this group had little increase in pragmatic competence in apologizing after 

treatment. Table 4.10 and Figure 4.6 illustrated students’ pragmatic performance in 

DCT pretest and post-test. 

Table 4.10  
 

Mean scores of the pretest and the post-test in the four components of the control group 
Rating Components n Mean SD df t sig Cohen’s 

d 

Correct speech act 

        Post-test 

        Pretest 

 

30 

30 

 

17.30 

9.52 

 

2.50 

3.41 

 

29 

 

12.08* 

 

0.00 

 

0.38 

 

Expression and vocabulary 

        Post-test 

        Pretest 

 

 

30 

30 

 

 

15.28 

8.60 

 

 

2.44 

3.30 

 

 

29 

 

 

9.33* 

 

 

0.00 

 

 

0.09 

Amount of information 

        Post-test 

        Pretest 

 

30 

30 

 

14.43 

8.02 

 

2.25 

3.03 

 

29 

 

 

9.87* 

 

0.00 

 

0.12 

Degree of appropriateness 

       Post-test 

       Pretest 

 

30 

30 

 

14.53 

8.27 

 

2.21 

3.36 

 

29 

 

 

10.34* 

 

0.00 

 

0.43 

Overall 

       Pos-ttest 

       Pretest 

 

30 

30 

 

61.41 

34.40 

 

8.39 

12.86 

 

29 

 

10.47* 

 

0.00 

 

0.18 

*p<0.05 
 

 

 

Figure 4.6 Mean scores of the pretest and the post-test in the four components of the 

control group 
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The descriptive statistical, t-test and Cohen’s d were used to find out the significant 

difference between pretest and post-test of students’ apology score in the experimental 

group in four pragmatic components. The 0.05 level of significance was used in the 

statistical analysis. After 8 weeks, members of the experimental group showed 

significant improvement in their DCT post-test compared to the pretest in overall 

pragmatic components M=36.15 (SD=16.47) in the pretest and M=69.83 (SD=14.48) 

in the post-est. The level of significance of pretest and post-test scores was .000 which 

was less than .05; this result indicated that there was a significant difference between 

two scores of pre- and post-test in overall rating components. The score bared an 

improvement in  element of using correct speech acts M=9.97 (SD=4.31) in pretest and 

M=18.95 (SD=2.97) in post-test,  expressions and vocabulary M=8.82 (SD=4.08) in 

pretest and M=17.25 (SD=2.96) in post-test, the amount of information M=8.33 

(SD=4.06) in pretest and M=16.33 (SD=3.27) in post-test, and degree of 

appropriateness  M=9.30 (SD=4.22) in pretest and M=17.30 (SD=2.92) in post-test 

indicated that students who received instruction on pragmatics using pragmatic text 

accordingly with the YouTube intervention increased their pragmatic competence in 

apology acts.  The Cohen’s d result describes effect size which presents the overall 

component effect size (d=0.46 ) and more details effect size in the component of using 

correct speech act (d=0.60), expression and vocabulary (d=0.35) the amount of 

information (d=0.48) the component of degree of appropriateness (d=0.35). The Cohen’s 

d showed members of this group slightly increase their pragmatic competence in 

apologizing. Table 4.11 and Figure 4.7 illustrated students’ pragmatic performance in 

DCT pretest and post-test.  
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Table 4.11  

 

Mean scores of the pretest and the post-test in the four components of the experimental 

group 

 
Rating elements n Mean SD df t sig Cohen’s 

d 

Correct speech act 

        Postt-est 

        Pretest 

 

30 

30 

 

18.95 

9.97 

 

2.97 

4.31 

 

29 

 

12.34* 

 

0.00 

 

0.60 

Expression and 

vocabulary 

        Post-test 

        Pretest 

 

30 

30 

 

17.25 

8.82 

 

2.96 

4.08 

 

29 

 

10.80* 

 

0.00 

 

0.35 

Amount of 

information 

        Post-test 

        Pretest 

 

30 

30 

 

16.33 

8.33 

 

3.27 

4.06 

 

29 

 

 

10.56* 

 

0.00 

 

0.48 

Degree of 

appropriateness 

        Post-test 

        Pretest 

 

30 

30 

 

17.30 

9.03 

 

2.92 

4.22 

 

29 

 

 

10.34* 

 

0.00 

 

0.35 

Overall 

       Post-test 

       Pretest 

 

30 

30 

 

69.83 

36.15 

 

14.48 

16.47 

 

29 

 

11.32* 

 

0.00 

 

0.46 

*p<0.05 

 

 

Figure 4.7 Mean scores of the pretest and the post-test in the four components of the 

experimental group 
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4.3.4 Research Hypothesis 4 

There is a statistically significant difference between the control group and the 

experimental group in post-test scores of apology speech act performance. 

Regarding this research hypothesis, the students’ apology speech act score was 

analyzed by descriptive statistical and t-test, Cohen’s d and the analysis of covariance 

(ANCOVA). 

 

 With the aim to confirm whether the students in both groups were homogeneous, the 

result of the DCT pretest scores based on the ability to use the correct speech acts, 

expressions and vocabulary, the amount of information, and degree of appropriateness 

by the two groups were reported in Table 4.12and Figure 4.8. The result showed that 

there was no significant group effect for the DCT pretest; namely, the two groups did 

not differ in their pragmatic competence relative to four pragmatic components before 

receiving the treatment. The level of significance of pre-test scores M=30.40 

(SD=12.86) in the control group (CTM) and  M=36.15 (SD=16.47) in the experimental 

group (YITM)  was .65 which was more than .05; this implied that there was no 

significant difference between the overall scores of the two groups in four rating 

components. Furthermore, the result from t-test and Cohen’s d confirmed that students 

in the two groups were homogenous in English apologizing competence in each of 

four pragmatic elements before the pragmatic teaching. 

Table 4.12  

 

Mean scores of the pretest in the four components of the two groups 
Rating 

Components 
Control group 

Experimental 

group 

df t sig Cohen’s 

d 

Pretest (n=30) Pretest(n=30) 

Mean SD Mean SD 

Correct speech 

act 

9.52 3.41 9.97 4.31 58 0.45 0.66 0.06 

Expression and 

vocabulary 

8.60 3.30 8.82 4.08 58 0.23 0.82 0.03 
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Table 4.12 (Continued)  
 

Amount of 

Information 

8.02 3.03 8.33 4.07 58 0.34 0.73 0.04 

Degree of 

appropriateness 

8.27 3.36 9.03 4.22 58 0.78 0.44 0.10 

Overall  

34.40 

12.86 36.15 16.47 58 0.46 0.65 0.06 

p<0.05 

 

 

Figure 4.8 Mean scores of the pretest in the four components of the two groups 
 

On the other hand, after eight weeks of apology speech act teaching, the groups 

comparison of the DCT post-test scores was conducted.  The descriptive statistics, t-

test and Cohens’ d results reported the students’ scores of each group (See Table 4.13).  

 

There was a significant group effect in the DCT post-test-control group M=61.42 

(SD=8.39) and DCT post-test experimental group M=69.83 (SD=11.44) at 0.00 level; 

that is, the two groups did differ in their pragmatic competence in overall score after 

the treatment. Similarly, when the four pragmatic components were considered, the 

students’score in the control group compared to that in the experimental group in each 

component were M=17.30 (SD =2.50) to M=18.95 (SD =2.97) in using correct speech 

acts, M= 15.28 (SD=2.44)  to M=17.25 (SD =2.97) in expressions and vocabulary, 
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M=14.43 (SD =2.55) to M=16.33 (SD =3.27)  in the amount of information, and M= 

14.53 (SD =2.21) to M=17.30 (SD =2.29) in degree of appropriateness. The result  

presented the overall component effect size (d= 0.43) and  displayed effect size 

particularly in the component of using correct speech act (d=0.31), expression and 

vocabulary (d=0.37) the amount of information (d=0.34), and the component of degree 

of appropriateness (d=0.54). The Cohen’s d result indicated that students in the 

experimental group made slightly different effect size in improving pragmatic 

competence when compared to students in the control group. Table 4.13 and Figure 

4.9 illustrate students’ pragmatic performance in DCT post--test of the two groups. 

These results showed that students in explicit pragmatic teaching integrated YouTube 

videos with text-driven group made clear improvement in the pragmatic competence 

than those in the conventional teaching group. They gained higher scores in all four 

rating components and overall score when compared to the control group.  

 

Table 4.13  

 

Mean scores of the post-test in the four components of the two groups 

Rating 

Component 

Control 

group 

Experimental 

group 

df t sig Cohen’s 

d 

Post-test 

(n=30) 
Post-test(n=30) 

Mean SD Mean SD 

Correct speech 

act 

17.30 2.50 18.95 2.97 58 2.33* 0.024 0.31 

Expression and 

vocabulary 

15.28 2.44 17.25 2.97 58 2.81* 

 

0.007 0.37 

Amount of 

information 

14.43 2.25 16.33 3.27 58 2.62* 0.011 0.34 

Degree of 

appropriateness 

14.53 2.21 17.30 2.29 58 4.14* 0.000 0.54 

Overall 61.42 8.39 69.83 11.44 58 3.24* 0.002 0.43 

*p<0.05 
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Figure 4.9 Mean scores of the post-test in the four components of the two groups 

  
 

Since the pretest in this experimental study was a covariate factor  and the intention of 

supporting different effects between the two teaching methods, the analysis of 

covariance (ANCOVA) was used to retest group’s significant differences in DCT post-

test in order to confirm the reliable result of the study. The post-test scores of the two 

groups were tested by using analysis of covariance (ANCOVA), with the type of 

“treatment” as between subject factor, and with the pretest as a covariate.  A post hoc 

test was performed for group comparisons. Bonferroni post hoc testing was conducted 

to identify whether the groups were different and, if so, which groups differed. The 

Bonferroni test exposed that there was a pair of groups whose means significantly 

differed from each other at the p < .05 level. The analysis of covariance (ANCOVA) 

results indicated a statistically significant main effect on the type of treatments.  The 

result also found that differences did occur between groups in the DCT post-test in the 

four components: correct speech acts, expressions and vocabulary, the amount of 

information, and degree of appropriateness (See Tables 4.14) 
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Table 4.14  

 

The effects of  type of treatments on the post-test in the four components 

    Sources df  SS MS F sig ? ?𝒑
𝟐 

Correct speech 

act 

     Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

  

68.45 

34.72 

369.53 

472.70 

 

68.45 

34.72 

6.48 

 

 

10.56* 

5.36* 

 

0.00 

0.02 

 

0.16 

0.09 

Expression and 

vocabulary 

    Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

  

19.41 

55.99 

407.81 

483.21 

 

19.41 

55.99 

7.16 

 

2.71 

7.83* 

 

0.11 

0.01 

 

0.05 

0.12 

Amount of 

information 

     Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

  

37.50 

50.08 

418.53 

506.11 

 

37.50 

50.08 

7.34 

 

 

5.11* 

6.82* 

 

 

0.03 

0.01 

 

 

0.08 

0.11 

Degree of 

appropriateness 

     Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

  

37.86 

100.68 

351.41 

489.95 

 

37.86 

100.68 

6.17 

 

 

6.14* 

16.33* 

 

 

0.02 

0.00 

 

0.10 

0.22 

Overall 

     Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

  

501.84 

972.94 

5361.87 

6836.65 

 

501.84 

972.94 

94.07 

 

5.34* 

10.34* 

 

0.03 

0.00 

 

0.09 

0.15 

 

The result clearly showed that the experimental group scored significantly higher 

than the control group in the four rating scores. It can be concluded that the students 

in the experimental group outperformed the control group. Table 4.15 and Figure 

4.10 showed the mean scores of the DCT pretest and post-test in the four rating 

components and revealed how the groups improved after the pedagogical 

intervention. 
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Table 4.15  

 

Mean scores of the pretest and the post-test in the four components of the two groups 

Variables Conventional Teaching 

Method 

YouTube Intervention 

Teaching Method 

Pretest Post-test Pretest Post-test 

Mean SD Mean SD Mean SD Mean SD 

Correct speech 

act 

9.52 3.41 17.30 2.50 9.97 4.31 18.95 2.97 

Expression and 

vocabulary 

8.60 3.30 15.28 2.44 8.82 4.08 17.25 2.96 

Amount of 

information 

8.02 3.03 14.43 2.25 8.33 4.06 16.33 3.27 

Degree of 

appropriateness 

8.27 3.36 14.53 2.21 9.03 4.22 17.30 2.92 

Overall 34.40 12.86 61.42 8.39 36.15 16.47 69.83 11.48 
*p<0.05 

 

 

Figure 4.10 Mean scores of the pretest and the post-test in the four components of the 

two groups 
 

This research result showed that both teaching pragmatics in the traditional instruction 

method and the YouTube intervention teaching helped EFL learners to develop 

pragmatic competence in apology act in hotel service host-guest communication. 

However, in comparing the effectiveness of these two teaching methods, it was found 

that the YouTube intervention teaching method (YITM) noticeably outperformed the 
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Conventional Teaching Method (CTM). The students in the experimental group 

scored significantly better on the DCT post-test than those who received no YouTube 

intervention. From these results, it also suggests that the YouTube intervention 

approach can be used as a potential tool to deliver pragmatic content. Further, 

pragmatic instruction utilizing YouTube provided Thai EFL Hospitality students the 

opportunity to develop their polite apology skills by recognizing the pragmatic 

functions, linguistic characteristics, and meanings of their occurrences in the different 

social and cultural contexts shown in the selected YouTube video clips. They were 

exposed to more authentic acts, and were therefore more able to use the target 

language appropriately in hotel service contexts and made meaningful host-guest 

interactions. 

 

4.3.5 Research Hypothesis 5 

There is a statistically significant difference between pretest and post-test scores of 

the total speech acts (request and apology) in the control group and experimental 

group. 

 

In order to investigate the significance of the scores in pretest to post-test, the 

descriptive statistic, t-test and Cohen’s d were used to test the hypothesis. Table 4.16 

showed the differences in learners’ pragmatic competence of the overall speech acts 

for the control group before and after the treatment. As was evident in Table 15, the 

level of significance of pre- and post-test scores M=83.58 (SD=22.87) in the pretest 

and M=125.97 (SD=15.01) in the post-test was .000 which was less than .05. This 

implied that there was a significant difference between two scores of pre- and post-test 

in overall four rating components of the participants in the control group. The mean 
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score of a particular pragmatic component of using correct speech acts in pretest was 

M=22.40 (SD=6.42) and post-test was M=34.90 (SD= 4.33), expressions and 

vocabulary in pretest was M=22.53 (SD=5.71) and post-test was M=32.72 (SD=3.94 ), 

the amount of information in pretest was M=19.05 (SD=5.29) and post-test was 

M=29.35 (SD=3.84 ), degree of appropriateness in pretest was M=19.60 (SD=5.98) and 

post-test was M=29.00 (SD=3.95). These results stated that participants benefited from 

the explicit pragmatic teaching in conventional method and considerably improved 

their pragmatic knowledge.   

 

In addition, the effect size of standardized differences used in this study was estimated 

using Cohen’s d, which defines effect size as the difference between means divided by 

the pool within group standard deviation (Gall, Borg, & Gall, 1996).The result in Table 

4.16 presented the overall component effect size (d= 3.38) and more particulars effect 

size; the component of using correct speech acts (d=0.39), expression and vocabulary 

(d=0.30) the amount of information (d=0.29), and the component of degree of 

appropriateness (d=0.40). The Cohen’s d result indicated that students in this group 

produced slightly improved pragmatic competence after pragmatic instruction. Table 

4.16 and Figure 4.11  illustrate students’ pragmatic performance in DCT pretest and 

post-test. 
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Table 4.16  

Mean scores of the pretest and the post-test in the four components of total speech acts  

in the control group 
                 Rating 

Elements 

n Mean SD df t sig Cohen’s 

d 

Correct speech acts 

        Post-test  

        Pretest 

 

30 

30 

 

34.90 

22.40 

 

4.33 

6.42 

 

29 

 

10.55* 

 

0.00 

 

0.39 

Expression and 

vocabulary 

        Post-test 

        Pretest 

 

30 

30 

 

32.72 

22.53 

 

3.94 

5.71 

 

29 

 

9.21* 

 

0.00 

 

0.30 

Amount of information 

        Post-test 

        Pretest 

 

30 

30 

 

29.35 

19.05 

 

3.84 

5.29 

 

29 

 

9.91* 

 

0.00 

 

0.29 

Degree of 

appropriateness 

        Post-test 

        Pretest 

 

30 

30 

 

29.00 

19.60 

 

3.95 

5.98 

 

29 

 

8.59* 

 

0.00 

 

0.40 

Overall 

        Post-test 

        Pretest 

 

30 

30 

 

125.97 

  83.58 

 

15.01 

22.87 

 

29 

 

10.08* 

 

0.00 

 

0.38 

*p<0.05 

 

 

Figure 4.11 Mean scores of the pretest and the post-test in the four components of total 

speech acts in the control group 
 

In the same way, after 8 weeks of explicit teaching utilizing the YouTube intervention 

teaching method (YITM) on pragmatics, the experimental group showed significant 

improvement in the post-test when compared to the pretest.  The level of significance 
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between pre- and post-test scores in the experimental group is 0.00 which is less than 

.05 showing a significant different in overall scores on the DCT pretest and posttest, 

M=90.78 (SD=26.65) and M=146.48 (SD=17.73). The Mean for each rating 

component demonstrated a superficial increase from the pretest to the post-test namely 

using correct speech acts M=24.82 (SD=6.91) to M=39.35(SD=3.69), expressions and 

vocabulary M= 39.35 (SD=3.69) to M=36.45(SD=3.56), the amount of information 

M=21.00 (SD=6.75) to  M= 34.60 (SD=4.52), and degree of appropriateness M=22.30 

(SD=6.67) to M=36.08 (SD=4.23 ) as shown in Table 4.17 and Figure 12.  

 

The result in Table 4.16 presented the overall component effect size (d= 0.55) and 

more particulars effect size in the component of using correct speech acts (d=0.66), 

expression and vocabulary (d=0.53) the amount of information (d=0.59), and the 

component of degree of appropriateness (d=0.44). The Cohen’s d result indicated that 

students in the experimental group produced moderately improved pragmatic 

competence after pragmatic instruction with the YouTube intervention . Table 4.17 

and Figure 4.12 illustrate students’ pragmatic performance in DCT pretest and post-

test. These results showed that explicit pragmatic teaching integrated YouTube videos 

with text-driven apparently enhanced the learners’ learning requests and apologies. 
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Table 4.17  

Mean scores of the pretest and the post-test in the four components of total speech acts 

in the experimental group 
Variables n Mean SD df t sig Cohen’s 

d 

Correct speech acts 

        Post-test 

        Pretest 

 

30 

30 

 

39.35 

24.82 

 

3.69 

6.91 

 

29 

 

13.09* 

 

0.00 

 

0.66 

Expression and 

vocabulary 

        Post-test 

        Pretest 

 

30 

30 

 

36.45 

22.67 

 

3.56 

6.80 

 

29 

 

12.08* 

 

0.00 

 

0.53 

Amount of 

information 

        Post-test 

        Pretest 

 

30 

30 

 

34.60 

21.00 

 

4.52 

6.75 

 

29 

 

11.93* 

 

0.00 

 

0.59 

Degree of 

appropriateness 

        Post-test 

        Pretest 

 

30 

30 

 

36.08 

22.30 

 

4.23 

6.67 

 

29 

 

11.58* 

 

0.00 

 

0.44 

Overall 

        Post-test 

        Pretest 

 

30 

30 

 

146.48 

  90.78 

 

14.73 

26.63 

 

29 

 

12.48* 

 

0.00 

 

0.55 

*p<0.05 

 

  

Figure 4.12 Mean scores of the pretest and the post-test in the four components of total 

speech acts in the experimental group 
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4.3.6 Research Hypothesis 6 

There is a statistically significant difference between the control group and 

experimental group in post-test  total scores of speech acts performance. 

 

In order to test this research hypothesis, it is important to show that the students were 

homogenous in English request and apology competence before the two pragmatic 

instructions. The descriptive statistic, t-test and Cohen’s d results of the DCT pretest 

scores by the control and experimental groups were reported in Table 4.18 and Figure 

4.13. Each student received scores in four pragmatic components based on their ability 

to use correct speech acts, expressions and vocabulary, the amount of information, and 

degree of appropriateness. The result showed that there was no significant group effect 

for the DCT pretest; namely, the two groups did not differ in their pragmatic 

competence relative to four pragmatic components before the main treatment. The 

level of significance of pre-test scores in the two groups, M= 83.58 (SD= 22.87) in the 

controlled group (CTM) and M= 90.78 (SD=26.63) in the experimental group (YITM) 

was 0.27 which was more than 0.05; this implied that there was no significant 

difference between two scores of pre- and post-test in four rating components. 

 

Similarly, when on the four pragmatic components in the pretest were closely 

examined before the treatment, the pre-test of the students in the control group 

compared to experimental group in each component were M=22.40 (SD=6.42) to 

M=24.80 (SD=6.91)  in using correct speech acts, M=22.53  (SD=5.71) to M=22.67 

(SD=6.80) in expressions and vocabulary, M=19.05 (SD=5.29) to M=21.00 (SD=6.75) 

in the amount of information, and M=19.60 (SD=5.89) to  M=22.30 (SD=6.67) in the 

degree of appropriateness. The result from t-test and Cohen’s d established that 
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students were homogenous in English requesting and apologizing competence in each 

of four pragmatic element before the pragmatic teaching. 

Table 4.18  

 

Mean scores of the pretest in the four components of the two groups 
Rating 

Component 

Controlled 

group 

Experimental 

group 

df t sig Cohen’s 

d 

Pretest Pretest 

Mean SD Mean SD 

Correct speech 

acts 

22.40 6.42 24.82 6.91 58 1.40 0.17 0.18 

Expression and 

vocabulary 

22.53 5.71 22.67 6.80 58 0.08 0.93 0.01 

Amount of 

information 

19.05 5.29 21.00 6.75 58 1.25 0.22 0.16 

Degree of 

appropriateness 

19.60 5.98 22.30 6.67 58 1.65 0.10 0.22 

Overall 83.58 22.87 90.78 26.63 58 1.12 0.27 0.15 

*p<0.05 

 

 

Figure 4.13 Mean scores in the pretest in the four components of the two groups  
 

After eight weeks of treatment, the group comparison of the DCT post-test scores was 

conducted.  The descriptive statistics, t-test and Cohens’ d results reported the 

students’ scores in each group (See Table 4.19). There was a significant group effect 

in the DCT post-test-controlled group M=125.97 (SD=15.00) and DCT post-test 
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experimental group M=146.48 (SD=14.73) at 0.00 level; that is, the two groups did 

differ in their pragmatic competence in overall score. Correspondingly, when four 

pragmatic components were the focus of the analysis, the students’scores in control 

group compared to the experimental group in each component were M=34.90 

(SD=4.33) to M=39.35 (SD=3.69) in using correct speech acts, M=32.72 (SD=3.94) to 

M=36.45 (SD=3.56) in expressions and vocabulary, M=29.35 (SD=3.84) to M=36.08 

(SD=4.23) in the amount of information, and M=29.00 (SD=3.95) to M=36.08 

(SD=4.23) in the degree of appropriateness. As Table 4.18 and Figure 4.14 illustrated, 

the experimental group produced higher scores in all four rating components and 

overall score when compared to the control group.  

 

The result in Table 4.18 presented the overall component effect size (d= 0.71) and 

more particulars effect size in the component of using correct speech acts (d=0.56), 

expression and vocabulary (d=0.51) the amount of information (d=0.64), and the 

component of the degree of appropriateness (d=0.88). The Cohen’s d result indicated 

that students in the experimental group made moderate difference in effect size of 

pragmatic development when compared to traditional pragmatic instruction. Table 

4.19 and Figure 14 illustrated students’ pragmatic performance in DCT post-test scores 

by the two groups. These results showed that students in explicit pragmatic teaching 

integrated YouTube videos with text-driven made higher improvement than those in 

the conventional teaching group. 
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Table 4.19  

 

Mean scores of the post-test in the four components of the two groups 
Rating 

Component 
Control group 

Experimental 

group 

df t sig Cohen’s 

d 

Post-test Post-test 

Mean SD Mean SD 

Correct speech 

acts 

34.90 4.33 39.35 3.69 58 4.29* 0.00 0.56 

Expression and 

vocabulary 

32.72 3.94 36.45 3.56 58 3.85* 0.00 0.51 

Amount of 

information 

29.35 3.84 34.60 4.52 58 4.85* 0.00 0.64 

Degree of 

appropriateness 

29.00 3.95 36.08 4.23 58 6.70* 0.00 0.88 

Overall 125.97 15.00 146.48 14.73 58 5.43* 0.00 0.71 

*p<0.05 

 

 

Figure 4.14 Mean scores in the post-test in the four components of the two groups 
 

In order to explore the different effects between the two teaching methods, the analysis 

of covariance (ANCOVA) was used to retest the significant difference in DCT post-

test between the two groups, since this study suggests that the DCT pretest may affect 

the result of students’ post-test score. The post-test scores of the two groups were 

tested by using analysis of covariance (ANCOVA), with the type of “treatment” as 

between subject factor, and with the pretest as a covariate.  A post hoc test was 
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performed for group comparisons. Bonferroni post hoc testing was conducted to 

identify whether the groups were different and, if so, which groups perform better. The 

Bonferroni test revealed that there was a pair of groups whose means significantly 

differed from each other at the p < .05 level. The analysis of covariance (ANCOVA) 

results indicated a statistically significant main effect on the types of treatment.  The 

result also showed that differences did occur in the four components between the two 

groups: correct speech acts, expressions and vocabulary, the amount of information, 

and degree of appropriateness. (See Table 4.20)  

 

Table 4.20  
 

The effects of the type of treatments on the post-test in the four components 

 
    Sources df SS MS F sig ? ?𝒑

𝟐
 

Correct speech act 

     Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

 

144.76 

218.12 

792.51 

1155.39 

 

144.76 

218.12 

13.90 

 

 

10.41* 

15.69* 

 

0.00 

0.00 

 

0.15 

0.22 

 

Expression and 

vocabulary 

    Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

 

89.88 

206.09 

727.14 

1023.11 

 

89.88 

206.09 

12.76 

 

7.05* 

16.16* 

 

0.00 

0.00 

 

0.11 

0.22 

Amount of 

information 

     Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

 

 137.10 

330.40 

882.68 

1350.18 

 

137.10 

330.40 

15.49 

 

 

8.85* 

21.34* 

 

 

0.00 

0.00 

 

 

0.13 

0.27 

Degree of 

appropriateness 

     Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

 

112.43 

603.42 

859.11 

1574.96 

 

112.43 

603.42 

15.07 

 

 

7.46* 

40.04* 

 

 

0.01 

0.00 

 

0.12 

0.41 

Overall 

     Covariate 

     Between 

     Within 

     Total   

 

1 

1 

57 

59 

 

1759.59 

5254.52 

11069.12 

18083.23 

 

1759.59 

5254.52 

194.20 

 

9.06* 

27.06* 

 

0.00 

0.00 

 

0.14 

0.32 

*p<0.05 
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The result clearly showed that the experimental group scored significantly higher than 

the control group in the four components. It can be concluded that students in the 

experimental group outperformed the control group. Table. 4.21 and Figure 4.15 

showed the mean scores of the DCT pretest and post-test in the four rating 

components and bared how the groups improved before and after the pedagogical 

intervention. 

 

Table 4.21  

 

Mean scores of the pretest and the post-test in the  four components of the two groups 
Sources Control Group Experimental Group 

Pretest Post-test Pretest Post-test 

Mean SD Mean SD Mean SD Mean SD 

Correct speech act 22.40 6.42 34.90 4.33 24.82 6.91 39.35 3.69 

Expression and 

vocabulary 

22.53 5.71 32.72 3.94 22.67 6.80 36.45 3.56 

Amount of 

information 

19.05 5.29 29.35 3.84 21.00 6.75 34.60 4.52 

Degree of 

appropriateness 

19.60 5.98 29.00 3.95 22.30 6.67 36.08 4.23 

Overall 83.58 22.87 125.97 15.00 90.78 26.63 146.48 14.73 

*p<0.05 
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Figure 4.15 Mean scores of the pretest and the post-test in the four components of the 

two groups 
 

This research result ensured that explicit pragmatic text-driven traditional instruction, 

and the YouTube intervention accompanying text-driven pragmatic teaching helped 

EFL learners to develop pragmatic competence. However, in comparing the 

effectiveness of these two teaching methods, it was found that the YouTube 

Intervention Teaching Method (YITM) clearly showed better performance than the 

Conventional Yeaching Method (CTM). The students in the experimental group 

produced better scores on the DCT post-test than those who learn pragmatics with the 

conventional teaching approach. From these results, it also suggests that the YouTube 

intervention method can be employed as a capability tool to deliver pragmatic 

content. The participants in the experimental group gradually developed their 

pragmatic competence with YouTube video clips conversations and explanation, and 

also they practiced and got feedback from the instructor regarding the appropriateness 

of their language use in hotel front desk communicative contexts. These students 

were, therefore, more able to use the target language appropriately. 
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4.4 Findings for Research Question Two 

What is the pragmatic development in terms of speech act strategies and pragma-

linguistic competence performed by the learners before and after learning request and 

apology speech acts with YouTube intervention? 

 

This section reported the research results on request strategies accompanying with 

students pragma-linguistic development. The students performed request strategies in 

the DCT pretest to DCT post-test in subsection 4.4.1 and apology strategies  together 

with students pragma-linguistic development as performed in the DCT pretest to DCT 

post-test were reported in sub-section 4.4.2. 

 

4.4.1 The Request Strategies and Pragma-Linguistic Competence Development  

This research attempts to analyze the strategies and pragma-linguistics competence in 

students’ requesting when learning pragmatics with the YouTube intervention 

teaching method. The students’ responses in the DCT test were categorized into types 

of request strategies which were suggested by the coding framework of Taguchi (2006), 

who based it from Blum-Kulka et al.’s (1989) “Cross-Cultural Speech Act Realization 

Project” (CCSARP).  It has a total of 12 request expressions within the categories of 

Direct, Conventionally Indirect and Indirect (See Table 2.4 and Table 2.5 in Chapter 

2). The frequency of request strategies totally performed in five requesting situations 

were shown in Table 19. Then request strategies performed in each situation were 

shown in Table 20, 21, 22, 23 and 24 respectively. Consequently, the students’ 

pragma-linguistic development from pretest to post-test in each situation were 

explained in four pragmatic development elements; using correct speech acts, 

expression and vocabulary, amount of information, and degree of appropriateness. 
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It was found that in five hotel front-desk request situations in the pretest, students 

performed the request acts with the hotel guests in direct request strategies (46.6 %), 

conventional indirect request (40%), indirect request 0%, and they did not respond to 

DCT test (13.3%). In contrast, after learning with the YouTube intervention approach, 

the result in the post-test showed that they used direct request strategies only (9.3%) 

of the time,  but conventional indirect request strategies were used (90%) of the time, 

indirect request strategies 1.3%, and they did not use any indirect request as shown in 

Table 4.22. 

 

Table 4.22  

 

The frequency of request strategies used by the experimental group in pretest and post-

test 

Categories Request strategies  Pre-test Pos-test 

1 Direct  1. Imperative 37(24%) 7(4.6%) 
 

2. Performatives 12(8%) 3(2%) 

 3. Implicit Performatives 6(4%) 1(0.6%) 
 

4. Obligation Statements 10(6.6%) 3(2%) 

 5. Want Statements 2(1.3%) 0(0%) 

 Total direct strategies 67 (46.6 %) 14 (9.3%) 

2 Conventionally 

indirect 

6.Preparatory Questions 56(37.3%) 94(62.6%) 

 
7. Suggestions 0(0%) 0(0%) 

 
8. Permissions 3(2%) 4(2.6%) 

 
9. Mitigated Preparatory 4(2.6%) 26(17.3%) 

 
10. Mitigated Wants 0(0%) 12(8%) 

 Total Conventionally 

indirect strategies 

60(40%) 136(90%) 

3 Indirect 11. Strong-Hint 2(1.3%) 0(0%) 

 12. Mild Hint 0(0%) 2(1.3%) 

 Total indirect strategies 0(0%) 0(0%) 

4 No responses  21(13.3%) 0(0%) 
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Students performance in different situations in which students are required to react 

to what happens during hotel front desk guest-receptionists interactions.  

 

Situation 1 

The request in context in which a guest who is checking out forgot to give the hotel 

room key card back, and what the receptionist would say to the guest to request 

him/her to return the room key card. It was found that the students used direct 

request (40%), conventional indirect request strategies (60%), but they did not 

respond to DCT test (30%) in the pretest. Whereas, most of them made more 

appropriate request strategies in the post-test, using only (7%) of direct request, but 

(93%) of conventional indirect request strategies. It was found that they mostly 

performed request act in direct request strategies in the pretest but in the post-test, 

they obviously altered to perform more polite request with conventional indirect 

request strategies. The request strategies used by students in pre and post-test in 

situation 1 were shown in Table 4.23.  

Table 4.23  

 

The request strategies used by the students in pretest and post-test in situation 1 
Categories Request strategies  Pre-test Post-test 

1. Direct 1. Imperative 6 (20%) 1 (3%)  
2. Performatives 2 (7%) 1 (3%) 

 3.Implicit Performatives 3 (10%) 0 (0%)  
4.Obligation Statements 0 (0%) 0 (0%) 

 5.Want Statements 1 (3%) 0 (0%) 

 Totally direct strategies 12 (40%) 2 (7%) 

2.Conventionally indirect  6.Preparatory Questions 16 (53%) 26 (87%) 
 

7. Suggestions 0 (0%) 0 (0 %)  
8. Permissions 2 ( 7%) 0 (0 %)  
9.Mitigated Preparatory 0 (0%) 2 (7%)  
10.Mitigated Wants 0 (0 %) 0 (0 %) 

 Totally Conventionally indirect 

strategies 

18 (60%) 28 (93%) 

3. Indirect 11. Strong-Hint 0 (0 %) 0 (0%) 

 12. Mild Hint 0 ( 0%) 0 (0 %) 

 Totally indirect strategies 0 (0 %) 0 (0%) 

 4 No responses  9 (30%) 0 (0%) 



Universlti Utara Malaysia 

 

132 

 

 

 

In examining the students’ pragma-linguistic competence performed in the pretest to 

the post-test, it was found that they mostly performed request acts in direct request 

strategies in the pretest but in the post-test, they obviously altered their responses to 

perform more polite request with conventional indirect request strategies. 

Correspondingly, the following students’ pragma-linguistic competence examples 

also showed pragmatic improvement in four pragmatic criteria in the pretest and post-

test as follows: 

Student no. 6 said “Excuse me, about your information” in the pretest,  

and then changed it to “I'm sorry, I was wondering if you could give me some 

information please?”. 

 

Student no. 25 replied that “Can you filling in some information? ” in the pretest 

but the request was shifted to “ Could you please fill in your information in the 

registration form? ”  in the post-test. 

 

Student no.10 revealed “Excuse me madam you give us the information in 

registration card“ in the pretest and made a more polite request with “Excuse me 

madam, could you please fill your information in the registration card? We 

need to know it. Thank you” in the post-test. 

 

Student no.27 said “Would you tell me about yourself?“ in the pretest, then it 

evolved to “Could you fill out the registration card, please?” in the post-test.  

  

Situation 2 

The analysis of the students’ performance in DCT test in situation 2 was shown in 

Table 4.23. The situation was that the hotel guest had broken hotel property, and the 

receptionist was expected to strongly request payment for the hotel property which 

had been damaged. The frequency of direct strategies, conventionally indirect  

strategies, and indirect strategies used in the DCT pretest were (47%), (37%) and (0%) 

respectively. Furthermore, the result revealed that 16% of students could not respond 

to the situation given in DCT pretest. However, in the DCT post-test, the use of direct 

strategies, conventional strategies, and indirect strategies were (10%), (90%) and (0%)  
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respectively. 

Table 4.24  

 

The request strategies used by the students in pretest and post-test in situation 2 

Categories Request strategies  Pre-test Post-test 

1. Direct 

  

1. Imperative 6 (20 %) 0(0%) 

 
2. Performatives 5(17%) 2(7 %) 

 3.Implicit Performatives 1(3 %) 1(3%)  
4.Obligation Statements 1(3 %) 0(0 %) 

 5.Want Statements 1(3%) 0(0%) 

 Totally direct strategies 14(47 %) 3(10 %) 

2.Conventionally 

indirect  

6.Preparatory Questions 10(33 %) 17(57%) 

 7. Suggestions 0(0%) 0(0 %) 

 8. Permissions 0(0%) 3(10 %) 

 9.Mitigated Preparatory 1(3%) 3(10 %) 

Categories Request strategies  Pre-test Post-test 
 

10.Mitigated Wants 0(0%) 4(13%) 

 Totally Conventionally indirect 

strategies 

11(37%) 27(90%) 

3. Indirect 

  

11. Strong-Hint 0(0%) 0(0%) 

 12. Mild Hint 0(0 %) 0(0 %) 

 Totally indirect strategies 0(0 %) 0(0 %) 

4. No response  5(16%) 0(0 %) 

 

The students’ pragmatic improvement in using the correct speech acts, expressions 

and vocabulary, the amount of information and the degree of appropriateness 

performed in the pretest to the post-test were illustrated by student no. 6, 25, 10 and 

27 respectively as follows;  

Student no. 6 replied, “Sorry I do not get the keys from you.” In pretest and 

“I'm sorry, could you give me the hotel room key card please?” in the post-

test. 

 

Student no. 25 said, “Sorry sir, Will you give room key card?” in the pretest 

and “I'm sorry, sir. Could you return the room key card, please?” in the post-

test. 

 

Student no. 10 used, “Excuse me madam, you give me a hotel room key card 

please!” in the pretest and then he expressed “Excuse me madam, could you 

please return the room key card to me. Thank you” in the post-test. 
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Student no. 27 revealed “Sorry Madam, are you give back the hotel room key 

card? In the pretest and “Could you please checking the hotel room key card, 

you may forget to give it back. Thank you.” In the post-test. 

 

 

These students’ pragma-linguistic performance noticeably represents a better 

pragmatic performance than those in the pretest, and they made  their requests more 

polite with conventional indirect request strategies in the post-test.  

  

Situation 3 

Situation 3 was given that the guest wants to stay at the hotel for one night and the 

receptionist wants him/her to fill in the registration card. What would the receptionist 

say to the guest to fill in some information required in the registration card? It was 

found that the frequency of direct strategies, conventional strategies, and indirect 

strategies used in the DCT pretest were (36%), (33%) and (0%) respectively. The 

results also revealed that (30%) of students could not respond to the situation given in 

DCT pretest. Nevertheless, in the DCT post-test, the use of direct strategies, 

conventional strategies, and indirect strategies were changed into (7%), (83%) and 

(0%) respectively as shown in Table 4.25. 
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Table 4.25 

 

The request strategies used by the students in pretest and post-test in situation 3 

Categories Request strategies  Pre-test Post-test 

1. Direct 

  

1. Imperative 4(13%) 1(3%) 

 
2. Performatives 3(10%) 0(0%) 

 3.Implicit Performatives 1(3%) 0 0%)  
4.Obligation Statements 3(10%) 1(3%) 

 5.Want Statements 0(0%) 0(0%) 

 Totally direct strategies 11(36%) 2(7%) 

2.Conventionally 

indirect  

  

6.Preparatory Questions 9(30 %) 15(50%) 

 
7. Suggestions 0(0%) 0(0%)  
8. Permissions 1(3%) 1(3%)  
9.Mitigated Preparatory 0(0 %) 7(23%)  
10.Mitigated Wants 0(0%) 4(13 %)  
Totally Conventionally indirect 

strategies 

10(33 %) 25(83%) 

3. Indirect 

  

11. Strong-Hint 0(0%) 0(0%) 

 
12. Mild Hint 0(0%) 0(0 %)  
Totally indirect strategies 0(0 %) 0(0 %) 

4. No  responds   9(30 %) 0(0 %) 
 

Apart from student development revealed in more polite forms of request with 

conventional indirect in the post-test compared to the direct request in the pretest, the 

students’ pragmatic improvement in using correct speech act, expression and 

vocabulary, the amount of information and the degree of appropriateness performed 

in the pretest compared to the post-test also shown by students no. 6, 25 10 and 27 

respectively as the following examples: 

Student no. 6 said “Sorry, the hotel has rule when the guest broke the hotel property, the guest 

pay it.” in the pretest and then it changed to “I apologize, may you pay for the damaged hotel 

when you broke the hotel property please?” in the post-test. 

 

Student no. 25 replied that ‘Sorry Sir, May I have you pay for the damaged hotel broke? Will 

you pay in cash or credit card?” in the pretest but the request was shifted to “I'm so sorry, sir. 

Could you please pay for broken property of the hotel? What would you like to pay credit card 

or cash?”  in the post-test. 

 

Student no.10 response was  “Madam. In hotel rules who broke the hotel property should pay 

for damaged property” in the pretest, and made a more polite request with “ Excuse me Sir, 

we need to tell you about hotel’s policy, if you broke the hotel property you need to pay for 

that damaged. So, we need you to pay sir. Thank you” in the pos-ttest. 
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Student no.27 said “Sorry Madam, this thing is the hotel property” in the pretest then the 

answer was changed to “Excuse me madam /sir. This is a hotel property. You are needed to 

pay for the damaged hotel property please” in the post-test. 

 

Situation 4 

Situation 4 involved a guest who was smoking in the hotel lobby. What should the 

receptionist say to the guest to request that they smoke in the area provided for 

smoking? It was found that the frequency of direct strategies, conventional strategies, 

and indirect strategies used in the DCT pretest were (50 %), (47%) and (0%) 

respectively. The results revealed that 3% of students could not respond to the 

situation given in DCT pretest. Then, in the DCT post-test, the use of direct strategies, 

conventional strategies, and indirect strategies were changed into (13%), (87%) and 

(0%) individually as shown in Table 4.26. 

 

Table 4.26  

 

The request strategies used by the students in pretest and post-test in situation 4 

Categories Request strategies  Pre-test Post-test 

1. Direct 

  

1. Imperative 9(30%) 2(7 %) 

 
2. Performatives 0(0%) 0(0%) 

 3.Implicit Performatives 0(0 %) 0(0%)  
4.Obligation Statements 6(30%) 2(7 %) 

 5.Want Statements 0(0 %) 0(0%) 

 Totally direct strategies 15(50 %) 4(13 %) 

2.Conventionally 

indirect  

6.Preparatory Questions 14(47%) 17(57%) 

 
7. Suggestions 0(0%) 0(0 %)  
8. Permissions 0(0%) 0(0%)  
9.Mitigated Preparatory 0(0%) 5(17%)  
10.Mitigated Wants 0(0%) 4(13%)  
Totally Conventionally indirect 

strategies 

14(47 %) 26(87%) 

3. Indirect 

  
11. Strong-Hint 0(0%) 0(0 %) 

 
12. Mild Hint 0(0%) 0(0 %)  
Totally indirect strategies 0(0%) 0(0 %) 

4. No responses  1(3%) 0(0%) 
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The pragmatic improvement in student no. 6, 25, 10 and 27 in using the correct speech 

act, expression and vocabulary, the amount of information and the degree of 

appropriateness performed in the pretest to the post-test were shown respectively as 

follows: 

Student #6 Pretest “Sorry, the hotel has a smoking zone on the right-hand side”.  

Post-test “I'm sorry, the hotel has the area provided for smoking on the right hand 

side. Could you use the smoking area please?”. 

 

Student #25 Pretest “Excuse me sir, we have the area provided for smoking”.  

Post-test “I’m so sorry sir. Could you smoke in the area provided for smoking 

please?” 

 

Student # 10 Pretest “Sorry sir. Could you please smoke in the area on the left hand? 

This area provided for smoking”.  

Post-test “Excuse me sir, I'm sorry to bother you but if you don't mind please move 

to smoking area. This area is not allowed because it is for children. Thank you”. 

 

Student # 27 Pretest “Sorry Mr., We have the smoking area that way”.   

Post-test “I am sorry Madam/Sir, would you please smoke in our smoking area that 

way?” 

 

Situation 5 

Situation 5 was that a guest was going to swim in the hotel swimming pool, but he 

didn’t wear a swimming suit. What should the receptionist say to the guest for him/ 

her to wear a swimming suit before using the hotel swimming pool? It was found that 

the frequency of direct strategies, conventional strategies, and indirect strategies used 

in the DCT pretest were (53 %), (33%) and (0%) respectively. Also, the results 

revealed that 13% of students could not respond to the situation given in DCT pretest. 

In the DCT post-test, their use of direct strategies, conventional strategies, and indirect 

strategies were changed into (10%), (90%) and (0%0 individually as shown in Table 

4.27. 
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Table 4.27  

 

The request strategies used by the students in pretest and post-test in situation 5 

Categories Request strategies  Pre-test Post-test 

1. Direct 

  

1. Imperative 13(43 %) 3(10%) 

 
2. Performatives 2(7%) 0(0%)  
3.Implicit Performatives 1(3%) 0(0%)  
4.Obligation Statements 0(0 %) 0(0%)  
5.Want Statements 0(0%) 0(0%)  
Totally direct strategies 16(53%) 3(10%) 

2.Conventionally 

indirect  

  

6.Preparatory Questions 7(23%) 18(60%) 

 
7. Suggestions 0(0%) 0(0 %)  
8. Permissions 0(0%) 0(0 %)  
9.Mitigated Preparatory 3(10%) 9(30%)  
10.Mitigated Wants 0(0%) 0(0%)  
Totally Conventionally indirect 

strategies 

10(33%) 27(90%) 

3. Indirect 

  

11. Strong-Hint 0(0%) 0(0%) 

 
12. Mild Hint 0(0%) 0(0%)  
Totally indirect strategies 0(0%) 0(0%) 

4.No students’ 

responds  

 4(13%) 0(0 %) 

 

The students’ pragmatic improvement by student no. 6, 25, 10 and 27 in factors of 

using correct speech act, expression and vocabulary, the amount of information and 

the degree of appropriateness performed in the pretest to the post-test were presented 

respectively as follows: 

Student # 6 Pretest “Sorry, the hotel has rule to wear swimming suit before go 

swimming in the pool”.  Post-test “I'm very sorry, could you please be requested to 

wear swimming suit when using the hotel's swimming pool? 

 

Student # 25 Pretest “ขอโทษนะคะคุณลูกค้า กฎทางโรงแรม เล่นน า้ในสระควรสวมใส่ชุดว่ายน า้เรียบร้อยนะคะ หาก
ลูกค้าไม่มีทางโรงแรมมีบริการให้ฟรีค่ะ (Student tried to give answer to the situation but it was 

their native language )”  

Post-test “Excuse me sir.  Would you please wear a swimming suit for using the 

hotel swimming pool? ”. 

 

Student # 10 Pretest “Sorry madam. In hotel rules who need to swim in the pool 

could wear swimming suit thank you ”.   

Post-test “I do apologize madam. Would you mind wearing swimsuit before enjoy 

swimming?  Thank you”. 
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Student # 27 Pretest “Sorry madam, please change is a swimming suit before 

swimming”. 

Post-test “Excuse me madam, would you please wear a swimming suit before you go 

swimming, thanks”. 

 

The pragma-linguistic competence represented by students in this situation also found 

that some students tried to respond to the DCT pretest, but they wrote their idea in the 

DCT pretest in Thai, and then they shifted to reply in the  DCT post-test in meaningful 

English sentences and pragmatics used. 

 

4.4.2 The Apology Strategies and Pragma-linguistic Competence Development  

In this part, the strategies and pragma-linguistic development performed in apology 

speech acts of the YouTube intervention teaching group were analyzed and spelling 

based on apology speech act taxonomy suggested by Prachanant (2006) which was 

adapted from  Olshtain & Cohen’s (1983) and Blum-Kulka, House & Kasper’s (1989) 

apology strategies. These authors concluded the apology strategies used in the hotel 

business particularly, can be performed using one or more of  the 12 apology strategies 

or semantic formulas. The classification of the twelve formulas is as shown in Table 

2.2 and 2.3 in Chapter 2. 

 

Table 4.27 illustrates the frequency and percentage of apology strategies totally used 

in five apology host-guest communication situations by students in the pretest and the 

post-test. It showed that the most three frequently used strategies by the students in 

apologizing were mainly on expression of apology with the illocutionary force 

indicating device(IFID) (23%), IFID + Explanation (13%), IFID + Promise of Follow-

up Action (5%), in the pretest. Furthermore, it also showed that students could not 

form an apology in a high percentage, at (26%). In contrast, the post-test results 

showed that the three most frequently used strategies by students in making an apology 
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were shifted to expression of apology (IFID) + Explanation (15%), IFID + Explanation 

+ Making Suggestion (13%), IFID + Making Suggestion (10%) and the percentage of 

students who could not form an apology significantly decreased to (2%). The result in 

Table27 could be described that the students performed an apology with somewhat 

inappropriate manner in the pretest. For instance, they mainly used only the IFID 

without any other adjustments, but they changed to use IFID with the adjustment to 

show their pragmatic competence in the post-test.  

 

Table 4.28  

 

The frequency of apology strategies used by students in pretest and posttest 
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Situations No. 6 to No. 10 required students to perform appropriate apology in hotel 

front desk interactions.  

 

Situation 6 

This situation was given that the guest had ordered room service but the guest has 

waited for more than an hour. What should the receptionist apology be to the guest for 

the delay of the hotel room service? The students’ apology performance in DCT 

showed that the three frequently used strategies in the pretest were an expression of 

apology (Illocutionary Force Indicating Device, IFID) (43%), IFID+ Making 

suggestion 910%), IFID + Empathy (10%) and there were blank  response (13%). 

However, the result reported in the posttest were obviously shifted to their apologizing 

with IFID + Explanation + Offering repair (17%), IFID + Acknowledgement of 

Responsibility (13%), IFID + Offering repair + Making suggestion (10%) and IFID + 

Giving the Time Frame for Action (10%). There were only (3%) of blank  responses 

as shown in Table 4.29. 

Table 4.29  

 

The frequency of apology strategies used by students in pretest and posttest in situation 

6 
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The pragma-linguistic samples were chosen from four students, students no.1, 3, 14 

and 22  who had clearly improved in pragmatic competence in terms of using correct 

speech act, expression and vocabulary, the amount of information and the degree of 

appropriateness performed in the pretest to the post-test were presented 

correspondingly as follows:  

       # 1 Pretest “ I will tell the chef do it for you quickly”. 

Post-test “Please accept my apologies for your inconvenience. I will call the       

room service; please can you tell me what your order is?” 

 

        # 3 Pretest “we are sorry for late. I hope you enjoy your meal”.  

Post-test “we apologize for our delay service. We will serve food in 5 minutes. 

Would you want anything else?” 

       #14 Pretest “We're terribly sorry about the delay of hotel room service”. 

Post-test “We are terribly sorry for the delay of hotel room service. We are 

managing for you as soon as possible”. 

 

      #22 Pretest “Sorry for the inconvenience.” 

Post-test “We are very sorry for the delay of our hotel room service, please wait for 

5 minutes”. 

 

The examples of students’pragma-linguistic competence in this situation showed that 

the students performed apologies with somewhat inappropriate language used in the 

pretest; they mainly used only the IFID without any other adjustments. Then, they 

obviously changed to use IFID with one or two more adjustments, showing their better 

pragmatic competence in the post-test.    

 

Situation 7 

The analysis of the students’apology performance in DCT of this situation was shown 

in Table 4.29. This situation was about a hotel guest having to wait in a long queue for 

checking in at the hotel lobby, and the receptionist was expected to apologize  to her/him 

because she/he needed to relax after their long journey. The results from Table 4.29. 



Universlti Utara Malaysia 

 

143 

 

illustrated the students’ performance in performing an apology in DCT situation 7, 

showing that the three highly used strategies in the pretest were an expression of 

apology (Illocutionary Force Indicating Device, IFID) (23%), IFID + Making 

suggestion (10%), IFID + Offering repair (10%) and blank answers to the DCT pretest 

at a quite high percentage at (30%). However, their responses in the post-test were 

noticeably shifted to their apologies with IFID + Making suggestion (30%), IFID + 

Giving the Time Frame for Action (20%), IFID + Empathy (20%) and. There were 

only (3%) of blank answer responds in the posttest as shown in Table 4.30. 

 

Table 4.30  

 

The frequency of apology strategies used by students in pretest and post-test in 

situation 7 
No. Apology strategies Pre-test Post-test 

1 Expression of Apology (Illocutionary Force Indicating 

Device, IFID) 

7(23%) 2(7%) 

2 IFID + Acknowledgement of Responsibility  1(3 %) 0(0 %) 

3 IFID + Making suggestion  3(10 %) 9(30%) 

4 IFID + Giving the Time Frame for Action  2(7 %) 6(20 %) 

5 IFID + Giving the Time Frame for Action+ Promise of Follow-

up Action  

0(0 %) 2(7 %) 

6 IFID + Empathy  0(0 %) 6(20 %) 

8 IFID + Explanation + Making Suggestion  0(0 %) 3(10%) 

9 Making Suggestion + Giving the Time Frame for Action  1(3 %) 0(0 %) 

10 Making Suggestion + Offering repair  1(3 %) 0(0 %) 

11 IFID + Explanation + Giving the Time Frame for Action  0(0 %) 1(3 %) 

12 IFID + Offering repair  3(10%) 0(0%) 

13 Gratitude  2(7%) 0(0%) 

14 Explanation + Giving the Time Frame for Action  1(3 %) 0(0%) 

15 No students’ response 9(30%) 1(3 %) 

 

The pragma-linguistic samples were chosen from four students, students no. 6, 8, 26 

and 27 who had made improvement in pragmatic competence in terms of using correct 
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speech act, expression and vocabulary, the amount of information and the degree of 

appropriateness performed in the pretest to the post-test, and were presented 

correspondingly as follows : 

#6 Pretest “Sorry sir, thank you for wait sir”. 

     Post-test “I'm really sorry for your waiting, just a moment please!” 

#8 Pretest “I'm sorry to keep you waiting”. 

 Post-test “I'm very sorry, but I need you waiting just a minute please, I will check 

the  food in the kitchen”.           

          #26  Pretest “Sorry sir/Madam! just a moment please!” 

     Post-test “Sorry sir/Madam! just a moment please!” 

 

           #28 Pretest (No answer in this DCT) 

     Post-test “Excuse me, I'm sorry for long waiting please rest at the sofa. I will  

take some water for you”. 

 

 

The samples from situation 7 revealed better pragmatic competence in the DCT post-

test with the adjustment information and better choice of a clearly accurate speech act, 

well selected expression and vocabulary and more satisfactory amount of information 

as shown in the above samples. 

 

Situation 8 

Situation 8 was that a guest called the receptionist, and informed them that the air 

conditioner in his/her room didn’t work. How should the receptionist apologize to the 

guest?  Table 28. illustrated the students’ performance in performing an apology in 

DCT situation 8 showing that the three frequently used strategies in the pretest were 

an expression of apology (Illocutionary Force Indicating Device, IFID)  (23%), IFID 

+ Promise of Follow-up Action (27%), IFID + Offering repair (27%) and the blank 

answers to the DCT pretest at (20%). However, their responses in the post-test were 

prominently shifted to their apologies with IFID + Promise of Follow-up Action 
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(43%), IFID + Offering repair (27%), IFID + Making suggestion (7 %) and no blank 

answer in the post-test as shown in Table 4.31. 

 

Table 4.31  

 

The frequency of apology strategies used by students in pretest and post-test in 

situation 8 
No. Apology strategies Pre-test Post-test 

1 Expression of Apology (Illocutionary Force Indicating 

Device, IFID) 

7(23 %) 1(3 %) 

2 Giving the Time Frame for Action  1(3%) 0(0%) 

3 IFID + Acknowledgement of Responsibility  0(0%) 1(3%) 

4 IFID + Promise of Follow-up Action  8(27%) 13(43%) 

5 IFID + Offering repair  8(27%) 8(27 %) 

6 IFID + Offering repair+ Giving the Time Frame for 

Action  

0(3%) 1(3 %) 

7 IFID + Giving the Time Frame for Action  0(0%) 1(3%) 

8 IFID + Making suggestion  0(0%) 2(7%) 

9 Making suggestion + Promise of Follow-up Action  0(0 %) 2(7%) 

10 Expression of Apology + Empathy  0(0%) 1(3 %) 

11 No students’ responses 6(20%) 0(0 %) 

 

The pragma-linguistic samples were chosen from four students, student no. 9, 17, 19 

and 21 who had made improvement in pragmatic competence were presented 

correspondingly. The samples from the situation 8 show better pragmatic competence 

in the DCT post-test when compared to the pretest. They improved their apologies 

with the adjustment information of making suggestion, empathy, promise of follow 

up action and offering repair. In addition, they clearly showed better choice of 

accurate speech act, well selected expression and vocabulary, and a more acceptable 

amount of information as shown in the following samples. 
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#9 Pretest “I'm terribly sorry”. 

     Post-test “I'm so sorry. I will send someone to your room for the checking 

the air conditioner”. 

 

#17 Pretest “I'm sorry sir. เราจะแกไ้ขให้ทนัที” 

       Posttest “I'm sorry to hear that. We will check that for you?” 

#19 Pretest “I'm sorry to for that but we send”. 

       Post-test “I'm sorry to hear that sir. Please wait a minute we sent the 

repair staff to resolve that immediately”. 

 

#21  Pretest “We are sorry about it, we will check it now”. 

        Post-test “We do apologize about this, I will check for you right now”. 

 

Situation 9 

This situation was set in which the receptionist got a call  requesting a room, but  the 

hotel was fully booked. What would be the appropriate response to the potential guest? 

Concentrating on the result from Table 4.31, it demonstrated the students’ apologies  

in DCT test situation 9, showing that the three frequently used strategies in the pretest 

were an expression of apology (Illocutionary Force Indicating Device, IFID)  (20%), 

IFID + Explanation (43%), IFID + Explanation + Making suggestion (10%) and no 

response provided to the DCT pretest at (20%). However, the result stated in the post-

test were prominently changed to their apology with IFID + Explanation (50 %), IFID 

+ Explanation + Making suggestion (27%), IFID + Explanation + Gratitude (13%) and 

there were no blank answers in the post-test as shown in Table 4.32. 

 

Table 4.32  

 

The frequency of apology strategies used by students in pretest and post-test in 

situation 9 

No. Apology strategies Pre-test Post-test 

1 Expression of Apology (IFID) 6(20%) 1(3%) 

2 Explanation  1(3%) 0(0%) 
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Table 4.31 (Continued) 

3 IFID + Explanation  13(43% 15(50%) 

4 IFID + Explanation + Making suggestion  3(10%) 8(27%) 

5 IFID + Explanation + Empathy  1(3%) 1(3%) 

6 IFID + Explanation + Gratitude  0(0 %) 4(13%) 

7 IFID + Making suggestion  0(0%) 1(3%) 

8 No students’ response 6(20%) 0(0 %) 

 

The pragma-linguistic samples, chosen from four students, #5, #6, #7, and #14, who 

had made significant improvement in pragmatic competence were presented. The 

samples from situation 9 detailed improved pragmatic competence in the DCT post-

test when compared to the pretest. The students enhanced their apologies with the 

adjustment information of empathy, explanation, making suggestion and gratitude. In 

addition, they visibly showed better choice of accurate speech act, well selected 

expression and vocabulary, and more suitable amount of information as shown in the 

following samples. 

 

#5 Pretest “We're sorry. Hotel are fully booked now”. 

Post test “We're sorry, our hotel is fully booked now. Please call back again 

after 2 hours”. 

 

#6 Pretest “We're really sorry madam”, 

Post-test “I'm really sorry sir. Now all rooms are fully booked. But we hope 

to serve you next time, Thank you”. 

 

#7Pretest “We really apologize but there's no room available for tonight”. 

Post-test “We are really sorry, tonight all rooms are fully booked. We will 

contact to the next hotel if there's an available room for you”. 

#14 Pretest “Sorry, Sir/Madam! ทางโรงแรมของเราห้องเต็มค่ะแต่จะติดต่อโรงแรมใกลเ้คียงให้ค่ะ. 

Post-test “I'm sorry here that. all room are fully booked for tonight”. 
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Situation 10 

Situation 10 presented that a guest makes a request to check out a bit late the next day, 

but the guest reservation record shows that rooms are fully booked the next day. What 

would be an appropriate response to the guest? The students’ performance in 

performing an apology in DCT situation 10 stated that the three frequntly used 

strategies in the DCT pretest were Expression of Apology with IFID (7%), an 

Explanation only (13%), IFID + Explanation (20%) and no response presented to the 

DCT pretest at (47%). However, the result informed in the post-test were clearly 

shifted to their apologizing with IFID + Explanation (57%), %, IFID + Explanation + 

Making suggestion (30%), IFID + Making suggestion (10%) and there were no blank 

answers in the  DCT posttest as shown in Table 4.33. 

 

Table 4.33  

 

The frequency of apology strategies used by students in pretest and post-test in 

situation 10 

No. Apology strategies Pre-test      Post-test 

1 Expression of Apology (IFID) 2(7 %) 0(0%) 

2 Explanation  4(13%) 0(0%) 

3 Making suggestion  1(3 %) 0(0 %) 

4 IFID + Explanation  6(20%) 17(57%) 

5 IFID + Making suggestion  0(0 %) 3(10%) 

6 IFID + Explanation + Making suggestion  2(7%) 9(30%) 

7 IFID + Explanation + Empathy  0(0%) 1(3 %) 

8 IFID + Explanation + Gratitude  1(3 %) 0(0 %) 

9 No students’ response 14(47%) 0(0%) 

 

The pragma-linguistic samples were chosen from four students, students no. 3, 6, 25 

and 27, who had made clear improvement in pragmatic competence in term of using 

correct speech act, expression and vocabulary, the amount of information and the 

degree of appropriateness performed in the pretest to the post-test and are presented 

correspondingly as follows:  
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#3 Pretest “Yes, sir. If you want to check out a bit late for tomorrow, but not 

2 hour it's free. after then can't”. 

Post-test “I'm really sorry madam. tomorrow the rooms are fully booked”. 

 

#6 Pretest “Sorry, but tomorrow the room would fully”. 

Post-test “Sorry for inconvenient, tomorrow the rooms will fully book. Please 

check out on time”. 

#25 Pretest “Yes madam, Please you check out on the time”. 

Post-test “I'm really sorry madam/sir. Tomorrow we have a guest booked on 

this room”. 

#27 Pretest “Sorry, the hotel has guests coming to check in, so check out 

late”. 

Post-test “I'm very sorry, the hotel have the guest tomorrow, so You can not 

check out a bit late for tomorrow sir”. 

 

The examples of students’pragma-linguistic competence in this situation presented 

students’apologizing performance with somewhat incompetent language used in the 

pretest: that is,  nearly half of them could not answer the DCT pretest. However, they 

obviously showed that they could do well in the post-test with using IFID with one or 

two more adjustments showing their better socio-pragmatic and pragma-linguistic 

competence in the post-test.    

 

4.5.  Findings for Research Question Three  

How do Thai EFL hospitality students perceive learning pragmatics utilizing the 

YouTube intervention teaching method?  

 

The following section seeks to answer the research question regarding Thai EFL 

Hospitality students’ perceptions of learning pragmatics through the YouTube 

intervention approach.  
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After data collection, the thematic analysis developed by Boyatzis (1998) was 

applied to the data analysis. The thematic analysis comprises three different ways of 

developing a thematic code from qualitative information: (a) theory driven, (b) driven 

by prior data or prior research, and (c) inductive or data driven. For this study, the 

data-driven code was chosen because it is aimed at knowing t h e  learners’ views and 

beliefs about learning pragmatics utilizing the YouTube intervention. The first stage 

in this qualitative analysis was selection of subsample for an initial analysis. The 

second stage was code development, in which the researcher starts to observe patterns 

and develops themes that differentiate the subsamples. The third stage of the 

process involves applying the code (the themes that emerged) to the full samples. 

 

Developing a code inductively using thematic analysis requires criterion-referenced 

or secured material.  Boyatzis (1998), Braun and Clarke, (2006) suggested that 

materials to be coded must represent a subsample of two or more specific samples 

used in the research. The raw information collected from those three subsamples in 

this study would be the basis for code development. There are five steps involved in 

inductively developing a code: (a) reducing the amount of raw information; (b) 

identifying themes within subsamples; (c) comparing themes across subsamples; (d) 

creating a code; and (e) determining the reliability of the code. 

 

After following the five steps suggested by Boyatzis, themes were identified from the 

raw data, namely 1) the positive role of applying pragmatics to the English for hotel 

course, 2) positive reactions to the YouTube intervention pragmatic learning content, 

3) reactions to the learning activities, 4) the different learning content, 5) the 
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preference for traditional learning settings and 6) alternative pragmatic learning 

channels.   

Several categories were coded based on three different focuses: students’ perception 

of learning pragmatics, perceptions toward learning pragmatics through YouTube, 

and the content and activities in pragmatic instruction.  

 

As explained in Chapter 3, thirty students who learned pragmatics through the 

YouTube intervention teaching method (YITM) were asked to write answers to the 

eight open-end survey questions and nine students participated in a focus group. All 

of the answers collected and the conversation data in the focus group were recorded 

and transcribed verbatim. In order to ensure anonymity, all of the students were given 

pseudonyms. The pseudonyms used to identify the individual interviewees in the focus 

group and survey questions were Ponchita , Krittima , Panisa, Paweena, Kanjana, 

Hossani, Benjawan, Sunee and  Somsak. 

 

4.5.1. Students’ Perceptions towards Learning Pragmatics 

Twenty seven of the thirty students learning pragmatics with YouTube intervention 

indicated that they had positive perceptions of learning pragmatics.  They reported 

that learning pragmatics was practical and essential for their learning hospitality 

English. 

For example, Ponchita wrote that “I liked this learning process and I learned a lot 

from this learning subject.  In my past English learning experience, I did not have the 

opportunity to learn or pay attention to the subject of pragmatics.  Through this 

learning experience, I came to learn that learning English is not only learning the 

grammar, or sentence structure; I also need to have the knowledge of pragmatics in 
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order to make appropriate speech acts.   Speech acts, a new term to me, but we 

use it everyday in our daily life…… . I enjoyed learning pragmatics as part of English 

learning.”   

 

Most students believed that learning pragmatics improved their ability to 

communicate in English and that they gained more knowledge in terms of 

learning pragmatics through the YouTube intervention teaching method (YITM).  

More than half of the students reported that learning pragmatics was a meaningful 

part of their English curriculum.  They agreed that learning pragmatics with the 

YITM provided them with the opportunity to practice their use of daily speech acts, 

and made them more aware of how to express themselves appropriately during 

interactions.  Most students stated that their ability to communicate in English 

became better because of the focus on learning pragmatics. 

 

In addition, more than half of the students reported that they could apply what they 

learned to real-life situations.  They believed that learning pragmatics was more 

practical than grammar-focused instruction in terms of English-language learning. 

 

Student Krittima wrote  “… [A] learning pragmatics and knowing the ideas of 

speech acts, I started to realize pragmatics was very important for me to learn 

English. From what I learned about pragmatics, I knew that we had the opportunity 

to use speech acts in our daily lives and in hotel reception work. Learning pragmatics 

helped me to pay more attention to the use of suitable speech acts, such as request, 

apology, greeting, etc, and it was very helpful and practical for helping me to develop 

my English skills.” 
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On the other hand, three students indicated that learning pragmatics did not contribute 

to their overall mastery of English, and they did not view learning pragmatics as 

essential. 

 

Student Panisa, a member of the focus group interview said “I think learning 

pragmatics by YouTube used in my class did not equip me well to improve my 

English…….  It did not help me to get good scores in English exams and I already 

knew the concept of using speech acts……..” 

Overall, students had positive attitudes toward learning pragmatics.  They indicated 

that from learning pragmatics in class, they not only learned how to use language 

appropriately, but they also understood and gained more knowledge about using 

communicative strategies in communication contexts. 

 

4.5.2. Students’ Perceptions toward Learning Pragmatics Through YouTube  

Intervention 

28 of the 30 students who participated in the YouTube intervention group stated that 

learning pragmatics with a package of YouTube clips under this study helped them 

learn how to perform appropriate requests to hotel customers when working as a 

receptionist. They mostly believed that this experience improved their English 

communicative abilities, and increased their English vocabulary.  More than half of 

the students reported that they thought learning pragmatics with YouTube was a 

beneficial way to improve their pragmatics learning. These participants agreed that 

learning pragmatics with YouTube is a good path for their communicative 

competence.  They could watch more YouTube at their own pace and enjoy them. 
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One student expressed that her English listening ability improved because of the 

frequent learning with YouTube.  Kanjana said that “I really enjoyed this learning 

experience…..I repeatedly learn the clip by myself in my free time and I had chances 

to listen, watch and acquire many new words, request and apology patterns from 

YouTube and now I  comprehend more about English conversation with hotel 

customers ……….  I really liked it”.  

 

In addition, several students reported that they could apply what they learned from the 

lessons to real-life situations.  For example, four students stated that they used this 

knowledge when they communicated with native speakers of English.  They stated 

that learning pragmatics with YouTube was a positive and wonderful learning 

experience in terms of their English and pragmatics learning. For instance, student 

Sunee said that “YouTube clips we watched in class offered us an  enthusiastic way  

to learn making requests and apologies.  I can learn these speech acts from sound and 

picture in clips easier than from textbook”. This expression was similar to Somsak 

who wrote that “ learning speech acts with YouTube clips in English not only gives 

me well  what I should say but it also give me a better understanding of power, social 

distance and imposition presented in conversations from movie clips”.    

 

On the other hand, two students did not think the YouTube intervention approach 

helped in terms of English learning and pragmatics acquisition.    

Student Hosanna said that “Only eight weeks of this project is quite short for 

acquiring pragmatics, and YouTube clips in English were difficult for me to 

understand.  I still need a teacher explaining  what was said in YouTube movie clips 

and YouTube tutorial clips”.   Similarly, Benjawan wrote that “I am not quite 
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interested in this teaching because it is quite hard for me to comprehend long and fast 

conversation in clips,  but when the  teacher gives more clarification, I felt more happy 

and enjoyed the YouTube clips ”. 

 

Overall, students who were in the YouTube intervention group were positive about 

learning pragmatics with the YouTube package clips used in this study.  They 

indicated that this experience taught them not only how to use appropriate English 

words and expressions, but also that they understood more polite communicative 

strategies used by  English native speakers as well as examples of cultural diversity.  

Furthermore, they had the opportunity to learn authentic situations from YouTube 

clips, leading them to use the target language appropriately, and this chance may not 

take place in traditional text-driven classes. 

Some students pointed out that they want to learn English with YouTube in general, 

and particularly when learning pragmatics, as it offers them a more enthusiastic way 

to learn about the pragmatics aspect of English, with its existing interesting sounds 

and pictures. Furthermore, they could appreciate the emotional expressions with 

gestures, voices and other non-verbal communication expressed in the YouTube 

videos.      

 

On the other hand, some students identified disadvantages with this learning 

method. Three students stated that they were unable to understand the speakers’ accent 

from the YouTube movie clips; conversations from many of movies clips were 

difficult to understand since the speech was sometimes very fast and contained strong 

accents. 
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Similarly, five students stated that learning pragmatics required much more time and 

effort because they need to watch YouTube clips many times to comprehend the 

YouTube conversation clearly. 

In addition, four students complained that they did not get familiar with new 

vocabulary and phrases in some YouTube videos, so they needed more feedback on 

vocabulary meaning, but they could search the meaning of these particular words 

online with their mobile phones. According to this criticism, the teacher was needed 

for them to comprehend better in intended pragmatic issues in the YouTube videos.  

 

4.5.3. Students’ Perceptions of the Content and Activities in YITM 

Most students thought that the content and activities provided in the YouTube 

intervention teaching led to a greater understanding of English pragmatics. Compared 

to the content presented in conventional textbooks, YITM instruction was more 

practical and useful for hotel host-guest communication.   For example, one student 

stated that he did not know how to use direct and indirect requests until he watched 

the YouTube clips.  This student was also pleased to learn idiomatic expressions from 

YouTube. Another student said that the content and activities in pragmatic instruction 

helped her in making more appropriate requests and apologies when interacting with 

foreign guests who were customers at her family’s restaurants.  One student also 

mentioned that he was strongly aware of the differences between Thai and English 

pragmatic forms, and that he regarded the experience in learning activities as valuable 

because he rarely had an opportunity to interact with foreigners. The YITM 

instruction apparently taught students how to make requests and apologies in a 

culturally appropriate and acceptable manner, and to teach that there often are several 

ways to make a request and apology. 
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In the same vein, student Pawena gave her opinion in the focus group interview, that 

“I knew there were several ways to make requests or apologies, and each way of 

making a request and apology requires our knowledge of pragmatics in order to make 

it appropriately.  Because of learning from tutor clips, request and apology practice  

and teacher’s feedback in classes, made me realize how important  producing 

appropriate request or apology is in order to prevent misunderstandings that might 

occur in front desk service communication.”  This idea was similar with Benjawan, 

the interviewee in the focus group, who said that “I think this project should be made 

in a longer period for a semester if possible. It should start with first year hospitality 

students and continue actively in a series of English for hotel courses. Because the 

more speech acts contents and pragmatics awareness activities offered in a long 

period could better help us to gain higher pragmatic knowledge in order to 

communicate appropriately in hotel front desk interactions.” Furthermore, she also 

gave positive ideas on the contents and activities provided in the YITM, saying that 

the YouTube clips from movies made them enjoy, relax, and gave a clear picture 

between what was being said and the social context in the YouTube clips. 

 

However, several students responded that the content and activities provided in 

YouTube intervention teaching still come up with difficulties in acquiring pragmatics.  

For instance, student Somsak stated that “ I think that the conversation in the YouTube 

videos used unfamiliar words and phrases, I felt confused with accents I have heard 

in clips”.  Students also recommended that some accents in the YouTube movie clips 

were quite problematic for them to understand.  
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Some students thought that the content needed improvement. For example, 

participants were often confused when listening to different English accents.  One 

student stated that she needed to stop many times to make sure what was exactly 

pronounced in the YouTube movie clips.  They recommended that the content should 

progress from an easier level to a more difficult level.    

 

Nevertheless, including these doubts, half of the students stated that they were aware 

of the importance of pragmatics presented in the learning content and activities. They 

realized that English was not as difficult as they previously thought.  They also came 

to comprehend the importance of pragmatics through this learning experience, which 

they considered challenging but valuable.  Furthermore, it helped them apply what 

they learned in the classroom to real-life situations in the hospitality service field. 

 

Overall, most of the students had positive perceptions of the content of this pragmatics 

instruction. They stated this learning experience gave them the opportunity to learn 

and use pragmatics. The content of the instruction and its focus on pragmatics was 

very beneficial in their acquisition of English terms and pragmatics. 

 

The qualitative results revealed that this process of learning pragmatics with  YouTube 

required learners to highly concentrate their time and effort and to be willing to think 

deeply, organize, and process what they learned.  Rather than investing the time to 

only watch for pleasure, consciousness and critical thinking were needed when 

watching YouTube. Students are rarely exposed to the types of sociolinguistic input 

that facilitates the acquisition of pragmatic competence.  Based on these findings, it 

is suggested that educators use YouTube in helping Thai EFL Hospitality learners   
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build   English-language   pragmatic   competence,   so   that   they   can   better 

comprehend and generate appropriate communication skills. 

 

4.6  Summary 

This chapter presented the findings of the research questions and hypotheses.  The 

chapter entails the analysis of pragmatic performance scores of Thai Hospitality EFL 

students learning speech acts with two different teaching approaches; traditional 

teaching and YouTube intervention approach. In addition, this chapter revealed more 

on how pragmatic development improved significantly in the experimental group  who 

learned pragmatics with the YouTube intervention in terms of the strategies they used 

and the pragma-linguistic competence they gained.  Finally, the students’ perceptions 

on learning pragmatics with the trendy device intervention, YouTube video clips, were 

revealed.  

 

This study concluded that the effects of CTM and YITM on the use of request and 

apology speech acts of Thai hospitality EFL undergraduates showed better 

performance after learning pragmatic with both teaching methods. But it was found 

that the students in the YouTube intervention teaching group showed better pragmatic 

forformence than those in the traditional teaching group. The result confirmed that 

teaching the most problematic speech acts in hotel host-guest communication, 

requesting and apologizing, by using YouTube intervention teaching approach, could 

develop the learners’ pragmatic competence more thoroughly than the traditional 

method without YouTube intervention, in all four criteria; using correct speech act, 

expression and vocabulary, amount of information , and degree of appropriateness. 

The test of research hypotheses 1-6 in this study were shown in Table 4.33.   
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Table 4.34  

 

Summary of hypotheses for research question 1 

Number The Hypotheses Status 

Results 

 

H1  

 

 

There is a statistically significant difference between 

pretest and post-test scores of request speech act 

performance in both groups, control group and 

experimental group. 

 

 

Acepted 

H2 There is a statistically significant difference between 

control group and experimental group in post-test 

scores of request speech act performance. 

Acepted 

H3 There is a statistically significant difference between  

pretest and post-test scores of apology speech act 

performance in both groups, control group and 

experimental group. 

Acepted 

H4 There is a statistically significant difference between 

control group and experimental group in post-test 

scores of apology speech act performance. 

Acepted 

H5 There is a statistically significant difference between 

pretest and post-test scores of the total speech acts, 

request and apology in both groups (control group and 

experimental group). 

Acepted 

H6 There is a statistically significant difference between 

control group and experimental group in post-test  

scores of total speech acts performance, request and 

apology. 

Acepted 

 

 

The present study clearly showed the pragmatic development in strategies and 

pragma-linguistic of learners who learn pragmatic wtth YITM,  and finally the 

research fidings shed light on how Thai EFL hospitality students positively and 

negatively reflected on learning pragmatics utilizing YouTube Intervention Teaching 

Method. 
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CHAPTER FIVE 

DISCUSSION AND CONCLUSION 

5.1 Introduction 

In chapter five of this study, the objectives and the research questions, the research 

design, the selection of the participants, data collection methods, data analysis 

procedures, and main findings are restated to provide a complete summary of the entire 

development of the study. After that, discussion of the findings is presented; it  draws 

on the theoretical and methodological conclusions in order to provide the contributions 

to the field of applied linguistics in general, and to pragmatic acquisition in particular.  

Moreover, the implications of the present study’s findings are offered to Thai EFL 

hospitality lecturers and students. Then, the strengths and limitations of the present 

study are articulated. Lastly, the recommendations for potential future research are 

proposed. 

 

5.2 Summary of the Study 

This research has focused on the need to solve the problems of teaching and learning 

English pragmatics in a Thai tertiary context, where students have been required to 

develop a proficiency in English communication skills.  In reality, the existing  

research evidence proves that Thai EFL students have experienced difficulties in 

learning English.   

 

There is a challenge regarding the English communication abilities of hotel personnel 

in Thailand. Their English proficiency is still at a low level (Hassan & Tik, 2019; Lin 

& Vajirakachorn, 2015). According to previous studies (Anothai, 1998; Charunsri, 

2011; Rujiporn, 2006; Songkhro, 2014; Sureewan,1994; Traiger, 2008; Teraporn, 
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2014; Wannana, 2005), the deficiency of the English communication abilities of Thai 

hotel personnel, is one of the major problems for the delivery of satisfactory services 

for the hotel guests. Preecha (2006) and Taraporn, Torat  & Torat (2014) have pointed 

out that the English syllabus used by educational institutions is inadequate, and does 

not offer  language skills that can be applied to real situations in actual hotel 

workplaces.  

Research has highlighted that the failure of English language teaching relates to the 

students’ limited opportunities to use English in their everyday lives, the lack of 

exposure to authentic English language scenarios, the lack of comprehensible English 

lessons and textbooks, and to poor motivation (Dhanasobhon, 2006; Jindathai, 2015; 

Noom-ura, 2013; Wiriyachitra, 2002).  

 

Correspondingly, several researchers have confirmed the benefits of using YouTube 

as a teaching material in foreign language classes (Avellaneda 2017; Jaturongkachoke 

& Chanseawressamee, 2013; Hayikalang, Nair & Krishnasamy 2017; Singhkhachorn, 

2014; Yuan-Hsiang, 2012). This current study was developed to examine the 

effectiveness of YouTube materials on pragmatic instruction. This research aims to 

ascertain the effects of teaching the speech acts of request and apology. The present 

study also aims to explore the impact of YouTube intervention on learners’ 

development of request and apology proficiency, and finally, to examine students’ 

perceptions on learning through the YouTube Interventional Teaching Method 

(YITM).  

 

The present study investigated the effects of the two pragmatic teaching methods, the 

text-driven Conventional Teaching Method (CTM) and the YouTube Interventional 
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Teaching Method (YITM), and examined which one was more beneficial to the 

students in learning pragmatics in request and apology speech acts. After the YITM 

was proven to be superior in learning pragmatics, the study continued with the second 

objective, to explore the pragmatic development displayed by participants in this 

group. The students’ performance in request and apology acts before and after YITM 

were discussed in terms of speech act strategies and pragma-linguistic development.  

The study continued to explore the students’ perception on learning pragmatics 

utilizing YouTube as integrated in a pragmatic teaching module.   

 

In this study, the mixed method research design, with quasi experimental pretest-

intervention post-test design was adopted, and the purposive sampling technique was 

used to select 60 undergraduate students majoring in Hospitality from Rajamangala 

University of Technology Srivijaya, at the Trang and Songkhla campuses.  The 

participants shared similar characteristics of being  Thai native speakers who are 

exposed to  English only in the classrooms, without direct experience in staying or 

studying in native speaking countries.  In addition, they were representatives of the 

hospitality program undergraduates, who were expected to be well equipped with 

English communicative competence to serve the hospitality business needs.  Hence, 

the selection of participants established a sample population that represents the Thai 

EFL hospitality university students.  

 

The data collection instruments consisted of the Discourse Completion Test (DCT), 

survey and interview questions. 30 participants participated in the Conventional 

Teaching Method (CTM), and another group of 30 participants joined the YouTube 

Intervention Teaching Method (YITM).  Written survey and interview questions were 
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used to echo students’ perceptions on learning pragmatics with the YouTube 

Intervention Teaching Method (YITM). All participants who learned pragmatics 

through the YITM were asked to answer the written survey questions, and 9 students 

participated in the focus group interview. The students’ performance in the DCT test 

was compared before and after treatment in groups and between groups.   

 

5.3 Summary of the Findings 

Overall, this research found that explicit instruction of both a traditional text-driven 

method, and a text with YouTube intervention method had a positive impact on 

students learning pragmatics. However, results from this research verified that 

teaching pragmatics with the YouTube Intervention Teaching Method is more  

beneficial as a delivery mechanism for pragmatic content than a text-driven teaching 

method alone, as is often done in traditional classroom settings. The  results of the 

analysis, following the order  of the research questions are presented below.  

 

5.3.1 Research Question 1  

H1 : There is a statistically significant difference between pretest and post-test scores 

of request speech act performance of students learning pragmatics with both the 

CTM and the YITM. 

 

The study indicated that learners of pragmatics in both a traditional teaching method 

using text only, and in the YouTube Intervention Teaching Method generally 

improved their pragmatic competence. However, the learners who participated in the 

YouTube Intervention Teaching Method showed significant improvement in their 

pragmatic competence in request speech act.  
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H2: There is a statistically significant difference between  the experimental  and 

control groups in post-test scores of request speech act performance.  

 

It was shown that the two groups did not differ in their pragmatic competence relative 

to these four components (i.e. correct speech acts, expressions and vocabulary, the 

amount of information, and degree of appropriateness) prior to the treatment, but the 

experimental group achieved higher scores in all four rating components, when 

compared to the control group, after the treatment. Group significance difference in 

request acts, which was tested by the Analysis of Covariance (ANCOVA), indicated a 

statistically significant main effect on the type of treatments. The experimental group 

scored significantly higher than the control group in four rating scores in request 

speech acts. It can be concluded that students who learn pragmatics with the YouTube 

intervention ferformed better than those who learn it with text-driven activities only, 

as is employed in a traditional teaching method. 

  

H3 : There is a statistically significant difference between  pretest and post-test scores 

of apology speech acts performance in the experimental and control groups. 

 

The students who received 8-week pragmatic instruction in the traditional way, using 

only text without YouTube integration teaching material, improved their pragmatic 

competence in all four rating pragmatic components – correct speech act, expression 

and vocabulary, amount of information, and degree of appropriateness. After treatment 

with text and YouTube video teaching materials, the experimental group showed 

notable pragmatic competence improvement. This result revealed that both 
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teaching methods appear to have a positive impact on the development of learners’ 

pragmatic competence in apology speech acts.  

 

H4 : There is a statistically significant difference between the experimental group and 

control group in post-test scores of apology speech act performance. 

 

The descriptive statistics and t-test showed no significant group effect for the DCT 

pretest; the two groups did not differ in their pragmatic competence prior to the 

treatment. However, after eight weeks of treatment, the results indicated that the 

experimental group scored significantly higher than the control group in the four rating 

pragmatic components: correct speech act, expression and vocabulary, amount of 

information, and degree of appropriateness. It can be concluded that students learning 

pragmatics with the YITM outperformed those learning pragmatics with traditional 

text-driven activities only, in the pragmatic performance of apology. 

 

H5 : There is a statistically significant difference between pretest and post-test scores 

of the total speech acts, request and apology  between the two groups. 

 

There is a significant difference between the two scores of pre- and post-test in the 

total speech acts (i.e. request and apology) in four rating components: correct speech 

acts, expressions and vocabulary, the amount of information, and degree of 

appropriateness in the control group. This shows that the participants in the 

Conventional teaching method benefited from the instruction and considerably 

improved their total pragmatic knowledge in request and apology speech acts.  In the 

same way, the experimental group showed significant improvement in pragmatic 
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competence in the DCT post-test.  The means for each rating component, namely 

correct speech acts, expressions and vocabulary, the amount of information, and 

degree of appropriateness on the DCT post-test, demonstrated an apparent increase in 

pragmatic competence. The significantly higher scores of students’ pragmatic 

competence in both the experimental group and the control group were reported, 

supporting the earlier hypothesis that explicit pragmatic instruction, with and without 

YouTube intervention, does have a positive impact on language learners’ development 

of pragmatic competence in request and apology.  

 

H6 : There is a significant difference between the total speech act scores in the post-

test of the experimental group and the control group. 

 

There was no significant group effect for the DCT pretest prior to the treatment and 

after treatment, with the analysis of covariance (ANCOVA) results indicating a 

statistically significant main effect on the type of treatments. The Bonferroni test 

revealed that there was a pair of groups whose means differed significantly from each 

other. The experimental group’s post-test scores were  significantly higher than the 

control group in the four pragmatics components,  namely correct speech acts, 

expressions and vocabulary, the amount of information, and degree of appropriateness 

. It can be concluded that students’ learning request and apology utilizing the the 

YouTube intervention teaching method in the experimental group outperformed those 

learning request and apology with pragmatic in the traditional teaching method in the 

control group. 
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5.3.2 Research Question 2  

The findings of this research question were summarized into two main parts: 

pragmatic development in request acts, and pragmatic development in apology acts.   

 

5.3.2.1 Pragmatic Development in Request Act    

The analysis showed that the students overall relied on conventional, indirect request 

strategies, which are more preferable in interactions, in five hotel front-desk situations 

in their post-test. On the contrary, they predominantly used direct request strategies, 

which are less preferred in real life, in their pretest. This result highlighted that 

students improve their request pragmatic competence.  Blue and Harun (2003) 

suggested that, in hospitality language, being less direct is the preferred way when 

talking with hotel guests and offering service. It is important in hotel–guest 

communication, to be aware that politeness could be made with less use of  directness 

in requesting, by using conventional indirect request strategies.  

 

It was found that the students performed direct request strategies (45%), conventional 

indirect request (41%), indirect request (0%) in five request hotel-front desk situations 

in the pretest (Note that 14% of them did not provide any response in the DCT test).  

In contrast, the result showed that they used direct request strategies which are less 

preferred in guest-host front desk interaction (only9%) but conventional indirect 

request strategies, which are more appropriate than direct requests (91%). 

 

Request strategies the students performed in each situation were also the focus of the 

analysis. The request strategies the students used in each situation are described as 

follows:  
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One example of a request situation, is the request in context, in which a guest who is 

checking out forgot to give their hotel room key card back, and what the receptionist 

would say to the guest to request  him/her to return the room key card.  It was found 

that the students used direct request (40%), conventional indirect request strategies 

(60%), but they did not respond to DCT test (30%) in the pretest. Whereas, most of 

them made more appropriate request strategies in the post-test; only 7% using direct 

request, but 93% using conventional indirect request strategies. It was found that they 

mostly performed the request act in direct request strategies in the pretest but in the 

post-test, they obviously altered their strategy to make use of a  more polite request 

with conventional indirect request strategies. 

 

The students’ request approach improved in their post-test, after they were exposed to 

an interaction in the YouTube intervention. Responses of certain students are 

illustrated below, to show how their request productions actually improved.  

Student No. 6 expressed “Excuse me, about your information” in the pretest, then it 

was changed to “I'm sorry, I was wondering if you could give me some information 

please?”in the post-test.  The changing from the short and imperative-like request to 

more conventional indirect request showed a more polite and more appropriate 

request method. 

Student No. 25 said “Can you filling in some information?” in the pretest, 

but she performed better in terms of expression and vocabulary used in the 

post-test, when she used the more specific term in hotel service “Could you 

please fill in your information in the registration form?”.  

 

Student No. 10 produced “ Excuse me madam give us the information in 

registration card” as his request in the pretest. Then, he opted to use 
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“Excuse me madam, could you please fill your information in the  

registration card. We need to know it. Thank you”in the post-test. His latter 

request was filled with an amount of additional information which was 

relevant to his request, showing that he paid attention to amount of 

information that should be provided when making the request. 

 

Student No. 27 made a request for t he hotel guest’ personal 

information“Would you tell me about yourself?”in the pretest. Then, he used 

“Could you fill out the registration card, please? in the post-test. This 

demonstrates that he had learned a greater degree of politeness and 

appropriateness when making a request. 

 

The results also revealed other examples of pragmatic improvement in students’ 

ability to make appropriate requests after using the YouTube intervention in other 

receptionist-guest communication situations. 

  

5.3.2.2 Pragmatic Development in Apology Act    

It was found that the most three frequently used apology strategies by the students 

were mainly on IFID (23%), followed by IFID + Explanation (13%), and IFID + 

Promise of Follow-up Action (5%), in the pretest. It was also noted that students could 

not form an apology with a high percentage at 26% in the prettest. In contrast, the post-

test results showed that the most frequently used apology strategies by students  were 

shifted to IFID + Explanation (15%), IFID + Explanation + Making Suggestion (13%), 

IFID + Making Suggestion (10%) and the percentage of students who could not form 

an apology, significantly decreased to 2%. It could be described that  students 

performed the speech act of apology in a somewhat inappropriate way in the pretest, 

since they mainly used the IFID without any other adjustments, but they shifted to use 
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IFID with the adjustment in the post-test, showing  that their pragmatic competence 

had improved.  

 

A similar pattern of improved learning outcome was observed when looking at each 

apology situation performed by students in the post-test. For example, the apology in 

receptionist-guest communication in Situation 6, when a guest has ordered room 

service, but had waited for 90 minutes. The students were asked to give an appropriate 

response to this situation as a receptionist. The result showed the three commonly used 

strategies in the pretest were an expression of apology ,Illocutionary Force Indicating 

Device (43%), IFID+ Making suggestion (10%), IFID + Empathy (10%) and no 

response (13%). However, their apology in the post-test were clearly shifted to the 

apology with IFID + Explanation + Offering repair (17%), IFID + Acknowledgement 

of Responsibility (13%), expression of apology (IFID) + Offering repair + Making 

suggestion (10%) and IFID + Giving the Time Frame for Action (10%). There were 

only 3% blank responses. These results showed that students performed apologies with 

somewhat inappropriate language use in the pretest since they mainly used the IFID 

without any other adjustments, and then they obviously changed to use IFID with one 

or two adjustments. This shows that they had better pragmatic competence in the post-

test.    

 

The pragma-linguistic improvement, in terms of using correct speech act, was also 

shown in the students’ expressions. For instance, student No.1 said “I will tell the chef 

do it for you quickly” in the pretest and she expressed better pragma-linguistc awareness in 

the post-test by saying “Please accept my apologies for your inconvenience. I will call the 

room service; please can you tell me what your order is?”. The development in the 

elements of expression and vocabulary had progressed from the pretest and could also 
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be seen as student No. 3 said “we are sorry for late. I hope you enjoy your meal” in the 

pretest but in the post-test, it was changed to “we apologize for our delay in service. We 

will serve food in 5 minutes. Would you want anything else?”. Regarding the amount of 

information upgrading, student No. 14  apologized in the pretest saying “We're terribly 

sorry about the delay of hotel room service”, then he used a more appropriate  expression 

when  he said “We are terribly sorry for the delay of hotel room service. We are managing 

it for you as soon as possible”. Lastly, regarding the degree of appropriateness, student 

No.22 performed the apology act “Sorry for the inconvenience.” in the pretest and 

changed to “We are very sorry for the delay of our hotel room service, please wait for 5 

minutes” in the post-test. 

 

Overall, the same pattern of pragmatic development was observed in other hotel-front 

desk service communication situations by the students who learned how to apologize 

with the YouTube intervention. 

 

5.3.3  Research Question 3  

The qualitative data analysis from the open-ended survey questions and focus group 

interview, revealed that most s tudent s  had positive perceptions of learning 

pragmatics with YouTube, and became more aware of certain linguistic forms and 

appropriate language use in hotel front desk service communication contexts. Students 

in the experimental group confirmed that explicit YouTube intervention instruction 

on pragmatics helped them gain more knowledge in target-language pragmatic forms 

and specific features. Compared to conventional pragmatic teaching, the YouTube 

Interventional instruction was more practical and useful in facilitating hotel host-guest 

communication. Students reported that learning pragmatics with the YouTube 
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integration was practical, enjoyable and essential for their learning of hospitality 

English. They believed that learning pragmatics through YouTube improved their 

ability to communicate using authentic English t h a t  i s  u s e d  i n  r e a l  l i f e  

s c e n a r i o s .  Furthermore, they thought that learning pragmatics with the YouTube 

integration helped them to pay closer attention to the suitable use of speech acts, such 

as request and apology. The students believed they not only learned how to use 

language appropriately, but also understood and gained more knowledge about 

choosing appropriate communicative strategies in different communication 

contexts. 

 

In addition, the students stated that learning pragmatics with the package of YouTube 

video clips under this study, helped them learn how to perform appropriate requests 

when communicating with hotel guests when working as receptionists, improving 

both their vocabulary and  their pragmatic competence. More importantly, they 

thought that the YouTube intervention teaching method could not only facilitate the 

application of what they learned in the classes to real-life hotel service situations, but 

also give them an opportunity to learn with near authentic situations from YouTube 

clips, which would then lead them to use the target language appropriately. 

Additionally, they could more easily understand and appreciate emotional 

expressions, with gestures and other non-verbal communications as  expressed in the 

YouTube videos, which are not available in traditional text driven classes. 

 

Focusing on learning content and activities in the YouTube intervention teaching 

method, most students thought that the content provided in the YouTube intervention 

teaching led to a greater understanding of English pragmatics. They stated that a 
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longer period of YouTube intervention teaching course under this study may have a 

more positive effect on their pragmatic competence.  

 

However, some students spoke about the difficulties that they may encounter when 

they face  different accents of spoken English, a quick rate of speech, and complex or 

less familiar vocabulary. They particularly viewed their own low English 

communicative competency as having an effect on pragmatic acquisition in learning 

with YouTube. They also stated that teachers have to play a major role in giving them 

explanation and feedback when they encounter complicated content in the YouTube 

videos.    

       

5.4 Discussion  

The research results confirmed that learning English pragmatics with the YouTube 

intervention approach is beneficial to the EFL learners. YouTube intervention is 

strongly suggested as a better approach to improve the specific uses of requests and 

apologies in hospitality language. This result supports the hypothesis that learning 

pragmatics utilizing authentic teaching materials like YouTube videos, a popular 

educational device in the field of foreign learning, does improve language learners’ 

pragmatic competence. The results of this study supported the expectation, and is 

similar to what was found in previous studies (Avellaneda, 2017; Jaturongkachoke 

and Chanseawressamee, 2013; Hayikalang, Nair & Krishnasamy, 2017; 

Singhkhachorn, 2014; Yuan-Hsiang, 2012). 

 

It also suggests that the YouTube intervention approach can be used as a potential 

tool to deliver pragmatic content. Furthermore, pragmatic instruction utilizing 
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YouTube provided Thai EFL Hospitality students the opportunity to develop 

pragmatic competence by recognizing the pragmatic functions, linguistic 

characteristics, and meanings of their occurrences in the different social and cultural 

contexts shown in the YouTube video clips. It was revealed that when learners are 

given the opportunity to “notice” and practice the target language’s pragmatic 

features, they become more consciously aware of the appropriate forms of the target-

language pragmatics. During the eight weeks of the treatment, the participants 

progressively developed their pragmatic competence, possibly as a result of having  

enough practice and feedback from the instructors regarding the appropriateness of 

their language use in hotel host-guest communicative contexts.  These students were, 

therefore, more able to use the target language appropriately in hotel service 

situations, in terms of using the correct speech act, expression and vocabulary, besides 

providing an adequate amount of information and degree of appropriateness to 

generate meaningful conversations. 

 

The findings confirm that YouTube is an important factor in the learning of English 

pragmatics. The application of YouTube videos appears to have positively influenced 

the students’ learning pragmatic process. They perform pragmatic matters better than 

those who learn through a conventional method alone, at statistically significant levels 

in the DCT post-tests. 

  

This result confirmed that applying the YouTube intervention teaching approach for  

pragmatic instruction had a positive impact on the learners’ development of pragmatic 

competence. The development of pragmatic competence in hospitality language 

contexts has not been studied widely and, more importantly, there is a lack of research 
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on the use of technology in teaching pragmatics. The results presented in Chapter 4 

revealed that YouTube can be a beneficial tool for pragmatics instruction. The 

literature indicates that using YouTube in teaching English and pragmatics has 

numerous benefits, including promoting learners’ motivation, fostering the learning 

process (Salaberry, 1996), and facilitating communication (Cooper and Selfe, 1990). 

Moreover, learners can continue learning English pragmatics at their own pace, 

which can help to reduce learning anxiety (Kern, 1995; Sullivan, 1993). The results 

of the present investigation confirm the merits of applying YouTube to educational 

settings, and provide convincing evidence that it is a potential teaching approach that 

can help language learners to notice how the English language (linguistic form) is 

appropriately used in hotel guest-staff interactions.   

 

The research findings support Schmidt’s noticing hypothesis (1995), which is the 

main theoretical framework adopted in the present study. Regarding the role of 

conscious learning in the development of English pragmatic competence, Schmidt 

states that language learners need to have a certain level of awareness so they will 

notice the features of the language they want to achieve. He highlights the role of 

consciousness in processing the target language. Schmidt’s noticing hypothesis 

emphasizes that the learners’ level of consciousness in the form of noticing, has a 

role in increasing the learning possibility for the learners. This study showed that 

learners who received the YouTube intervention pragmatic instruction, did perform 

better in request and apology acts than those who did not. The result endorses that 

“noticing” does increase the accessibility of the target language input.  
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Furthermore, this study provides evidence for Schmidt’s noticing hypothesis in the 

context of teaching EFL pragmatics. As Schmidt (1995) pointed out, noticed 

information that was later used by language learners in different contexts strengthens 

communicative interaction and leads to language acquisition. This notion was also 

found to be true in the present study. Learners who received instruction on pragmatics 

with the YouTube intervention, were able to notice certain features of the target 

language pragmatics, such as how to “request” and how to “apologize” in certain 

communicative contexts as they displayed in the DCT post-tests. In addition, 

through the pedagogical intervention, “noticing” may have occurred and led to the 

acquisition of English. Learners used the examples taught during the treatment period 

and applied them to real-life contexts. For example, one student who learned English 

pragmatics through the YITM,  reported that her new knowledge helped her in using 

more suitable requests and apologies when dealing with foreign customers in her part 

time job at her family’s restaurant.  

 

In addition, the findings about students’ perceptions on learning with the YouTube 

intervention support the Cognitive Theory of Multimedia Learning. This theory 

advocated that pictures and narrations are more effective than texts and graphics 

(Sorden, 2012), and,  as student Kanjana reported “I really enjoyed this learning 

experience…..  I had chances to listen, watch and acquire many new words, request 

and apology patterns from the YouTube video clips and now I comprehend more 

about English conversations with hotel customers ……….  I really liked it”. Sunee 

gave similar feedback that “YouTube clips that I watch in class offer me an 

enthusiastic way  to learn to make requests and apologies. ……..I can learn speech 

acts from sound and pictures in clips easier than from textbooks”.  
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However, some students gave feedback on the problems they encountered in learning 

pragmatics with YouTube under this study;  they found that the language presented in 

some YouTube clips was quite hard for students to comprehend, e.g. long and fast 

conversations in clips. The learners also needed a teacher to coach them before 

watching clips, and then give an adequate explanation on language use in clips after 

watching . Furthermore, the selection of suitable YouTube clips must be taken into 

consideration. 

 

The procedure in teaching request and apology using YouTube in this study was 

adopted from Bardovi-Harlig (2001), Eslami and Liu (2013), and Uso-Juan (2010).  It 

included learning with the form search technique, form comparison and form analysis,  

practice and  discussion-feedback techniques. These techniques were used in this study 

and the four teaching staples of exposure of native speaker pragmatics, explanatory 

handout and YouTube clips, communicative practice, and corrective feedback, can 

hfelp to encourage the learners to react and imitate requests and apologies through role 

play, pair work and group work. The teaching procedure and techniques build up 

pragmatic awareness and supports learners to acquire English pragmatic competence. 

This result supports the previous research in pragmatics teaching  (Bardovi-Harlig, 

2001; Duong, 2016; Eslami and Liu, 2013; and Uso-Juan, 2010).  

 

Furthermore, the positive outcomes of the YouTube integration teaching supports the 

findings in previous research on video-audiovisual materials in teaching English 

(Alcón, 2008; Birjandi & Derakhshan, 2014; Moradkhan & Jalayer, 2010; Rodríguez, 
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2011) and pragmatics in particular (Alcón & Guzmán Pitarch, 2010; Cruse, 2007; 

Codina, 2008; Martínez-Flor, 2008; Moradkhan & Jalayer, 2010). 

 

5.5 Implication of the Study 

The empirical evidence of this study contributed to a variety of facets as follows. 

 

5.5.1 Theoretical Contributions 

The purpose of the current study was to investigate the effects of utilizing YouTube in 

teaching pragmatics to Thai EFL Hospitality students. This study applied Schmidt’s 

noticing hypothesis (1995), Cognitive Theory of Multimedia Learning , speech acts 

and politeness theories. The research findings suppor t  Schmidt’s noticing 

hypothesis (1995), which is the main theoretical framework adopted in the present 

study. Schmidt states that language learners need to have awareness to notice the 

features of the language, and the consciousness in handling the target language. 

Schmidt’s noticing hypothesis highlights that the learners’ level of consciousness in 

the form of noticing has a role in growing the learning possibility for the learners. 

The findings in this study demonstrated that learners did perform better in requests 

and apologies when learning pragmatics with the YouTube intervention teaching 

method. The result endorses that “noticing” does increase the accessibility of the target 

language input.  

 

Furthermore, the research results support the Cognitive Theory of Multimedia 

Learning, the theory which advocates that pictures and narrations are more effective 

than texts and graphics (Sorden, 2012). The results from student perceptions revealed 

that students get more opportuntiess to listen, watch and acquire many new words, 
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request and apology patterns from YouTube video clips, and they comprehend more 

of English conversations with hotel customers. It was clearly seen that pictures and 

narrations in Youtube clips created in learners, greater comprehension, as suggested 

in the Cognitive Theory of Multimedia Learning applied under this study.   

 

In addition, Brown and Levinson (1987) point to the politeness rules as universal rules, 

despite the fact that different cultures maintain different aspects of being polite, like 

the  culture  in  hotel business  settings. Consequently,  the  hotel  culture  has its  own  

type  of politeness. Certain  politeness  strategies,  in particular the language functions 

of host-guest interactions in settings that match to the YouTube teaching material for 

pragmatic classes should be highlighted . In teaching English for specific purposes,  it 

would  be beneficial to state different types of speech acts, which employ different 

politeness strategies in different types of service encounters, because the success of 

businesses depends on mastering the maxims of politeness. 

 

5.5.2 Methodological Contributions 

The mixed method used in this empirical study may help to contribute to the pretest-

post-test design that has been used widely in interventional pragmatic studies. This can 

be used not only to ascertain the effects of conventional teaching methods compared 

to the Youtube interventional teaching method using quantitative devices  (descriptive 

statistic, t-test accompany with Cohen’s d and ANCOVA statistic), but also the 

qualitative explanations of students’ pragmatic performance and their perception in 

learning pragmatics with YouTube, which may give a clearer picture of the effects of 

using YouTube in teaching pragmatics to Thai EFL students.   Furthermore, in this 

study, the post-test measure may be affected not only by the treatment or intervention, 
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but could also be distorted by exposure to the pretest.  In order to cope with this 

possibility, this study adopted T-test statistics together with ANCOVA statistics in 

confirming the result of the study. Besides, the Cohen’s d used in this study also gave 

a clear result of effects of the two pragmatic teaching approaches.   

Moreover, the selection of YouTube videos in this study were carefully planned and 

distributed throughout the lesson plans, with the aim of supporting explicit instruction 

on pragmatics. They were adopted from three main sub-categories: YouTube designed 

for learning purposes (e.g. tutorial videos), those designed for non-learning purposes 

(e.g. sitcom and movies fragments), and YouTube designed for learning host and guest 

communication purposes (e.g. receptionist and customers conversation). The criteria 

in selecting the YouTube clips ensured that the YouTube clips were appropriate to the 

teaching of request and apology speech acts, were  appropriate for Thai Hospitality 

students, and the vocabulary and pronunciation were not too difficult for students. 

Additionally, the duration of videos was not overly long, and the rate of speech was 

suitable for learners. Then, the selected YouTube clips were verified by  experts who 

have experience in teaching English using YouTube at universities in Thailand. This 

procedure of determining the  appropriateness of YouTube clips, may help to 

methodologically create youTube videos for Teaching Pragmatics.   

 

In addition, studies on YouTube intervention are still relatively new in Thailand for 

teaching pragmatics to EFL Hospitality students. It  is still a relatively new 

phenomenon, as stated by Martínez-Flor ( 2008); Moradkhan and Jalayer (2010) and  

Rodriguez (2015) 
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5.5.3 Pedagogical Contributions 

The use of YouTube is an innovative method, which is widely used abroad, but 

regarded as a relatively new tool to be employed in teaching pragmatics in Thailand.        

Accordingly, pragmatics, including the politeness aspect, should be integrated into 

ESP, and English for Hotel courses. It is generally accepted that to be competent in 

English, students do not only need grammar knowledge and vocabulary, but they also 

need pragmalinguistics and sociopragmatics in  particular contexts. Even though  these 

components  seem  complex,  they  need  to  be taught  in order to raise students' 

awareness of politeness because profitability is dependent on the hotel  staff-guest 

interactions. This  awareness could be raised, as a starting point, by  explicit YouTube 

intervention instructions, that involve realization of the target speech acts in different 

situations. 

 

There is a need for competent teachers who have equivalent knowledge in both  

pragmatics  in  English  and  subject  knowledge  in  ESP/EOP  teaching. It  is presumed 

that many Thai teachers may feel uncomfortable teaching pragmatics due to a  lack of  

native  intuition,  and  having  less direct  exposure  to cultures  where English is used. 

In addition, there are not enough English teachers who have knowledge of the subject 

matter. Thus, incompetence in both pragmatics and subject knowledge weakens their 

confidence in teaching. Because of this, YouTube clips containing the pragmatic 

details could be effective material for teachers in helping them teach pragmatics. 

In the same way, owing to the shortcomings of textbooks in English for Hotels, it is 

vital for institutions to work out materials development, as suggested by Boxer and 

Pickering (1995: 44), who claim that "there is a critical need for the application of 

sociolinguistic findings to English language teaching through authentic materials that 
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reflect spontaneous speech behavior".  English for Hotels courses require such a 

development plan. Available textbooks should not be used as a center of teaching.  As 

teachers are still  role  models  in  language  use  for  Thai  students,  to  teach  

pragmatics and social appropriateness for business settings seems to demand teachers 

who are not only experts in language teaching, but also are more knowledgeable about 

the needs in the corporate world. 

 

5.6 Strengths of the Study 

The findings of this study were in line with previous research findings on the effects 

of YouTube on learning foreign languages. The target pragmatic features in YouTube 

videos in this study were found to be most effectively learned when learners 

comprehended explicit pragmatic information. Therefore, this research suggests that 

providing L2 pragmatic information in YouTube videos can enhance learners’ 

pragmatic competence. The results obtained from the analysis also motivate us to 

explore further  the role of YouTube integrated instruction in the development of EFL 

learners’ pragmatic competence. As Schmidt (1993b) proposed, learning requires 

awareness at the time of learning, and the findings of this study support this argument, 

particularly when considering the performance in the DCT post-test of the students 

who learned pragmatics through the YITM.  

 

This study has discussed the importance of YouTube intervention on EFL acquisition 

and the development of English pragmatic competence for Thai students. This may 

suggest that the use of YouTube video clips have a place in the teaching of English 

pragmatics. Studies have indicated that Thai students still have gaps in their pragmatic 
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knowledge. Therefore, YouTube should be viewed as a useful device to develop 

English pragmatic competence for Thai EFL learners.  

 

Previous studies have demonstrated the numerous merits of applying YouTube. (Alcón 

& Guzmán Pitarch, 2010; Martínez-Flor, 2008; Moradkhan & Jalayer, 2010). Still, 

there is a lack of research that thoroughly investigates the use of technology in 

teaching pragmatics. This study investigated the effectiveness of the use of YouTube 

on Thai EFL students’ development of pragmatic competence.  

 

The findings of this research confirm the benefits of application of YouTube videos in 

language classrooms.  Procedures for teaching pragmatics initially suggested by 

Eslami and Lie (2013) were recognized in ESL and EFL instruction. She emphasized  

elements of teaching: motivation, form search, form comparison, form analysis, and 

the use of the speech act. Based on the data emerging in this research, there are some 

additional considerations for EFL teachers to take into account when applying 

YouTube videos in teaching pragmatics to Thai EFL Hospitality undergraduates. The 

preferred procedure of YouTube integration into the EFL classroom for Thai 

hospitality students is presented below. 
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Figure 5.1 Suggested procedure for teaching pragmatics with YouTube interventional 

teaching method for Thai hospitality students 
 

Step 1: . Pragmatic Awareness Raising  

It is important for the students to have a clear understanding about the contextual 

variables emerging in the YouTube videos, e.g. relationship between the speaker and 

the hearer, the power existing between them, imposition, and social distance. The 

understanding of these relevant contextual variables can enable the students to better 

comprehend the interaction. For instance, it can provide reasons why certain forms of 

vocabulary and patterns of expressions are employed in the interaction, instead of 

other forms. 
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Step 2: Explaining Linguistic Form 

Linguistic forms, including new vocabulary and expressions appearing in the 

YouTube video clips, should be clarified to the students. The students might be asked 

to identify the new challenging linguistic forms in YouTube video clips, and the 

teachers can pick up some relevant vocabulary and expressions to clarify to the 

students. This appears to be an important step to provide adequate linguistic 

knowledge for the students to understand the interactions in the classroom activities 

that follow later. A large number of research participants reported that they lack  a 

knowledge of the vocabulary and expressions used in the YouTube video clips, and 

this really hinders their understanding of the interactions. The teachers can have an 

important role in this step to find suitable ways of teaching and enriching the students’ 

vocabulary. 

 

Step 3: Form Search, Comparison and Analysis  

The teachers suggest or ask students for generous examples of speech acts in their 

daily life and in presenting YouTube video clips, in order to  help make them aware 

of the context within which the speech acts occurred, compare how Thai and English 

norms of speech acts shape the use of these speech acts, and  understand how it could 

be challenging to appropriately use speech acts in guest service situational contexts. 

The student would be asked to identify the social variables of interactions in 

YouTube clips and judge the appropriateness of their usage. The goals are  providing 

learners the opportunity to identify the use of speech act in contexts, and learning how 

to use the speech act appropriately.   
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Step 4: Practice  

The teacher provides an example of the DCT in different hotel service situations and 

students need to respond to each speech act in an appropriate way. The student may 

be asked to perform a role-play in front of the class. This activity aims to help students 

to reflect on what they have learned in previous stages.  

 

Step 5: Feedback and Discussion  

Teacher gives feedback on dialogue that students presented in the DCT test and in 

role plays, pair work and group work in front of the class. 

 

In addition, the wide range of teaching materials accessible in Youtube, such as tutorial 

videos, sitcoms, movies,  and language programs, with lots of variety to choose from, 

contribute to the enjoyment and make it less tiresome to learn. The results of this study 

support the idea of making use of YouTube video clips,  which students can easily find 

online, to be pragmatic teaching material. Therefore, the teacher training on how to 

choose, adopt, adapt and create YouTube clips for EFL classes should be carefully 

developed, and  pragmatic competence training courses utilizing YouTube 

intervention should be used in training Thai Hospitality undergraduates, and pre-

service hotel employees in the hotel business. YouTube intervention teaching may also 

be needed in online classes, particularly in special situations, such as has occurred with 

the pandemic of the Covid-19 virus, which forced teachers and learners to use an online 

teaching mode. 
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5.7 Limitations of the Study  

This study has several limitations. First, it took place within one university, at two 

campuses; it seemed to lack random selection and random assignment of participants 

to groups. In addition, participants were Thai students majoring in Hospitality, and 

the findings may vary if applied to other groups of participants.  Additionally, some 

Thai EFL hospitality students in this study appeared to have lower levels of English 

proficiency, which may affect their comprehension of dialogues in YouTube videos, 

and lead to a negative effect on their learning outcomes. 

 

Moreover, the lesson plans, activities, and materials used in this study were designed 

by the researcher and delivered by the instruction teachers; the design of the materials 

and the quality of instruction might differ in other contexts. Lastly, a  written DCT 

was used to collect data, and the research did not focus on multiple speech acts. 

These can all be seen as limitations of this study. 

 

5.8 Recommendations for Future Research 

Based on the results of this study, the following recommendations can be made. 

5.8.1 Different Design of DCT Test in Further Studies 

The data analysis of this study was based heavily on the students’ responses 

to a written DCT questionnaire. 

 

The DCT format is generally constructed for eliciting pair responses, so multiple 

instances of interaction cannot be examined. As research has suggested, studying 

speech act communication in more than one conversational turn can provide 

researchers with additional information about how the speakers and hearers negotiate 
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meaning. That information is very helpful in determining how speakers mean what 

they say. Hence, further studies might use an ethnographic approach to determine if 

the findings of this study can be empirically confirmed. 

 

5.8.2 More Variation of Speech Acts Investigated in Different Contexts 

This study selected only the speech acts of “request” and “apology”, and focused 

primarily on learners’ ability to appropriately perform “requests” and “apology” in 

host-guest hotel communicative contexts. Additional studies need to be done to 

examine different multiple speech acts to obtain further insights into the behavioral 

patterns governing other speech acts. 

 

5.8.3 More Contextual Variables Investigated 

The contextual variables used in this study were “power,” “social distance,” and 

“imposition of the task.” Further studies could be designed to examine other contextual 

factors, such as age and gender. 

 

Additional studies involving the teaching of pragmatics to learners at various language 

proficiency levels could be conducted. This might further support the notion of 

incorporating pragmatic teaching throughout the L2 curriculum for EFL learners. 

These studies would help instructors reach learners at various levels and figure out 

what pragmatic instruction would be most beneficial. 
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5.8.4 Future Studies to Explore Pragmatic Instruction in Different Research 

Design 

The design of this study was cross-sectional rather than longitudinal. Data from 

longitudinal studies might provide a more holistic picture of the ways in which 

proficiency and pragmatic instruction interact over time. Further studies are needed to 

investigate whether similar findings of the study can be empirically verified with a 

different design of research plan. 

 

5.9  Conclusion 

The aim of the current study is to examine using YouTube in students’ acquiring 

pragmatic proficiency, compared to students’ acquiring pragmatic proficiency by 

using traditional text-driven learning. The result of the study revealed that learners 

who were exposed to the YouTube intervention teaching method improved on their 

pragmatic performance, and the study result also indicated that Youtube could be 

suitable as pragmatic teaching material in teaching speech acts to Thai EFL Hospitality 

undergraduates. A YouTube interventional teaching method is strongly recommended 

to EFL or ESP teachers for use in English for Hotel courses. This study sheds light on 

the importance of YouTube intervention on pragmatics acquisition, and the 

development of English pragmatic competence for Thai students. It suggests that the 

use of YouTube video clips have a place in  teaching English pragmatics. YouTube 

should be viewed as a useful device to develop English pragmatic competence 

for Thai EFL learners. 
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APPENDIX A 

INFORMED CONSENT FORM 

I am invited to participate in an educational research study that will examine the effects of 

YouTube in teaching speech acts to Thai EFL hospitality undergraduate students. I understand 

that a total 90 people have been asked to participate in this study. The purpose of this study 

will be to learn if speech acts ability will be enhanced though YouTube interventional 

instruction. The principal investigator is Mr. Boonyarit Omanee, working under the 

advisement of Dr. Hariharan N. Krishnasamy of University Utara Malaysia. There will be 

approximately 90 students in two campuses of Rajamangalar University of Technology 

Srivijaya in Trang and Songkhla, the Kingdom of Thailand. There will be approximately 45 

students from Trang campus and 45 students from Songkhla campus. 

 

I am now being invited to let the principal investigator of the study to analyze my work. And 

I have been told explicitly that my discourse production will be disclosed. The data I submitted 

to the researcher will be confidential. I understand there will be no benefits or risks occurred 

while participating in this project. And I understand that even though I decide to withdraw 

from this project, it will not affect my grade and class standing. I am free to refuse to let the 

researcher analyze my work. By doing so, my grade for this course will not be affected. 

 

This research study has been reviewed by University Utara Malaysia. For research-related 

questions or problems regarding subjects’ rights, I can contact University Utara Malaysia. 

I have read and understand the explanation provided to me. I have had all my questions 

answered to my satisfaction, and I voluntarily agree to participate in this study. If I have further 

questions, I may contact Mr. Boonyarit Omanee by the telephone number 086-0330901; E-

mail boonfa2014@gmail.com ; and mailing : 560 moo 4 Park-Num, Langu District, Satun 

Thailand. Or Dr. Hariharan N. Krishnasamy by one of the following E-Mail: 

hr1084@uum.edu.my 

mailto:boonfa2014@gmail.com
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I have been given a copy of this consent form. 

 

Signature of the Subject Date 

 

………………………………………………………….. 
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APPENDIX B 

 

TEACHER’S CONSENT FORM 

 

I understand that I am being asked to give permission for my students’ test scores, 

study notes and discourse productions along with approximately 90 students 

participating in the study “the effects of YouTube in teaching speech acts to Thai EFL 

hospitality undergraduate students” to be released. I understand that my students are 

going to participate in the study conducted by Mr. Boonyarit Omanee, University 

Utara Malaysia .Mr. Boonyarit plan to use this information to learn if pragmatic 

competence will be enhanced by YouTube interventional instruction. Written test and 

Test scores, will be collected as units when they are completed. 

 

I understand that my students’ grades will not be affected regardless of whether my 

students’ information is released to Mr. Boonyarit Omanee. I understand there will be 

no benefits or risks occurred while participating in this project. And I understand that 

even though my students decide to withdraw from this project, it will not affect their 

right to obtain the course credit since this is part of the course work. I understand that 

my students can withdraw from this study anytime. I understand that my students’ 

names will not be mentioned in any reports of the research. However, discussion 

discourse that my students create may be used in reports of this research. 

 

I understand that this research study has been reviewed and approved by University 

Utara Malaysia. For research related problems or questions regarding subjects’ rights, 

I can contact the   CAS….University Utara Malaysia. I understand that I can contact 

the researcher, Mr. Boonyarit Omanee by the telephone number 086-0330901; E-mail 
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boonfa2014@gmail.com ; and mailing : 560 moo 4 Park-Num, Langu District, Satun 

Thailand. Or Dr. Hariharan N. Krishnasamy by  E-Mail: hr1084@uum.edu.my 

  

I have read and understood the explanation provided to me. I have had all my questions 

answered to my satisfaction, and I voluntarily agree to participate in this study. I have 

been given a copy of this consent form. 

 

Printed name of Teacher ……………………………………….Date 

Signature of Teacher……………………………………………Date 

Signature of Researcher…………………………………………Date 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

mailto:boonfa2014@gmail.com
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APPENDIX C 

 

CLASSROOM ACTIVITIES/ TEACHING TIMETABLE 

 

Outline of Experimental group lesson plan (90 minutes) 

Step Time                                        Activities 

1-2 15 Exposure of native speaker pragmatic presented in YouTube 

( form search and comparison) 

3 40 The explanatory handout and YouTube( form analysis) 

4 25 Communicative practice 

5 10 Corrective Feedback 

 

Outline of controlled group lesson plan ( 90 minutes) 

Step Time Activities 

1- 2 15 Explore pragmatic issuers presented in written conversation 

3 40 The explanatory handout 

4 25 Communicative practice 

5 10 Corrective Feedback 

 

Procedure of data collection and activities for the Experimental group and the 

Control group 

 

Week Dates                                  Activities 

0 January 2018 Proficiency Test 

Separate group (Treatment and Control) 

Pre-test 

Pre-test/ training / Post-test of teacher in experimental 

group  

1-2 January 2018 Introducing pragmatic, pragmatic awareness, socio-

pragmatic and pragma-linguistic (Pragmatic awareness) 

3-4 January 2018 Teaching how to make polite request ( Form search, 

comparison , analysis, practice and discussion) 

5 February 2018 Use request with  discourse completion test (practice) 

6-7 February 2018 Teaching how to make a polite apology (Form search, 

comparison, analysis, practice and discussion) 

8 February 2018 Use apology with discourse completion test (practice) 

9 March 2018 Post-test and interview 
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APPENDIX D 

 

LESSON PLAN (Eight Weeks) 

 

Week 1 Unit: Pragmatic awareness  

Time: 90 minutes 

Objective:  

1. To motivate learners to think about the appropriateness and inappropriateness 

use of language in social interaction or daily life.  

2. Identify the communication problem with pragmatic and with linguistic. 

3. To help learners to become aware of the contexts where “requesting” occurs 

4. To provide learners the opportunity to analyze the use of the request in 

different contexts and to use it appropriately  

Introduction: 

The purpose of this activity is for teachers to get learners’ attention and motivate them 

to focus on the activities. Teachers will provide learners with examples that address 

miscommunication or inappropriate use of language in communicative contexts to 

motivate them to learn pragmatics and focus their attention on the activities. 

Teachers can identify miscommunication or share their own miscommunication 

experiences. 

 

Description of the Activity: 

The teacher will start with a warm-up task of introducing himself or herself. After the 

introduction, the teacher may talk about speech acts, such as requesting, greeting, 

apologizing, etc. Let them think about inappropriate or miscommunication in social 

interaction or in student daily life and identify and provide students with some 

examples related to pragmatic and linguistic issues. 
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Since the students are enrolled in the “English for hotel,” class, the teacher may share 

personal experiences in hotel services.  Teachers can ask the students to introduce 

themselves and ask whether they have the experience to communicate with people 

from different linguistic or cultural backgrounds. If so, the students should share their 

experience the students watch YouTube and answers the question on issues related to 

the conversation from YouTube 

 

Procedure: 

Step 1and 2: Exposure of native speaker pragmatic (form search and form 

comparison). (15 minutes) 

1. Get to know each other: personal introduction (hometown, hobbies, occupations, 

etc.) 

2. Introduce the use of speech acts, such as requesting, greeting, or apologizing, in 

everyday conversation. 

3. Discuss miscommunication may sometimes occurred in daily life and share 

personal miscommunication experiences and ask students to share their own 

experiences and identify typical miscommunications. 

3. Provide examples with a focus on hotel service in appropriate or 

miscommunication.  

4. Watch YouTube 1. “learning English from comedy” YouTube 2. “How not to live 

your life” sitcom in order educate learner the social factor effect the conversation in 

the scene.  

 These two videos will be used to show learners on how inappropriate or 

miscommunication occurred related to linguistic or pragmatic issuers.  
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Step3 : The explanatory handout and YouTube ( form analyzing) (40 minutes) 

1. Have students think about factors that could influence that particular conversation. 

The crucial issues when we speak to someone are what do we want to say and how do 

we want to say it? What information do we want to share and ask? Do we want to 

sound polite? Discuss the following questions with class. 

1.1 Who you are talking to? They may be your boss, your employees, your 

customers, your friends, or your students. This factor is the “power” 

1.1 What is the relationship with him or her? They may be unknown people, friends 

of friends, class/ workmates, boss, close friends or family. This factor is known 

as “distance” 

1.2 What is your purpose in communicating? You may ask for favor/ information/ an 

explanation/ complaint. This is explained as imposition. 

1.3 Where the conversations are taken places?  In classes, work place, office, home, 

bar, pub, street or hotel. This factor knows as “microcontext” 

1.4 What details of participants? Their feeling, impression/ image you want to give, 

attitude, mood, personality, body language and behavior. 

................................................................................................................................ 

Read the conversation and find out the inappropriate or miscommunication in these 

two situations. 

 

Situation 1.  

In the Top North Travel agent, the Manager and the new client who is a famous 

singer are coming into the office. The workers who are in the travel agency are very 

excited to meet the famous singer from Italy. 
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Manager: Well, it happen in some countries but usually not over here …ha. ha. ha.. 

so, you are from Italy? 

Singer: Yes I am. 

Manager: And you are travelling to Tokyo? 

Singer: Yes 

Manager: Well, welcome to Top North Travel agency. Let’s me introduce to my staff 

then we will talk about Tokyo…… Marie ,  I would like to meet ………. 

Marie: Giegio  Moretti! 

Manager:  Oh , you know him. 

Singer:  It ‘s very nice to meet you. Eh.. what is your name? 

Marie: Oh,, my name…..yes .. Marie . I am Marie Lepage. 

Singer:  Very nice to meet you Marie. 

Manager:  Marie is our receptionist. She is from Paris. Mr Moretti is a new client. 

He is from Italy. 

Sheryl: Wohh,….. Giergio Moretti! …..Giergio Moretti! …..Giergio Moretti! 

Manager: Yes I know. He is a new client. He is from Italy. 

Sheryl: Introduce me ! introduce me….  

Marie: This is…… 

Sheryl: Sheryl! 

Marie: Yes Cheryl. Yes   She is our………… 

Sheryl: Office manager. Hello Mr. Giorgio …. I mean Mr. Moretti. 

Singer:  Please call me Giergio. 

Sheryl: Call him Giergio, …… It ‘s so meet to nice ….. I mean it‘s so nice to meet 

you. 

Singer:  Nice to meet you too. 
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Sheryl: Bob … Bob… Come … meet Giergio Moretti! 

Bob: Hay,, Giergio Moretti! . Hay man, how are yoy? I am Bob but every one call 

me Roberto… 

Manager: Bob is a travel agent……  Who call you Roberto? 

Pual: Giergio Moretti! 

Manager: Pual is our tour guide     ….(Pual sing  funny song with dencing) 

So Mr. Moretti. What is your occupation? 

All staff: He is a singer 

Manager: Everyone know that!..... Mr. Moretti, Marie have some questions for you 

then let’s talk about Tokyo. 

Marie: Ok, let me see…..name?…. Giorgio Moretti….. occupation?… singer… 

famous singer… great and famous singer…Nationality?….. Italian…age?…. 32…..?   

Married ? 

Singer:  No 

Marie: Single….Phone number? 

Singer:  This is my information. 

Manager: Evething ‘s ok? Come with me Mr,Moretti 

Singer:  Thank you Marie 

Marie: I have Giorgio Moretti’s phone number! 

………………………………………………………………………………………………… 

Situation 2.  

This situation show the first time Don and Addie meet each other. Don has just arrive to his 

grandmother’s house and Addie enter the living room asking Don. After introducing each 

other Don tell him about his grandmother’s death  

Eddie: What are you doing? 

Don: Who the hell you are? 

Eddie: I was about to ask you the same thing. This is Mrs Donbury’s house. 
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Don: Yeah, I’m her grandson. 

Eddie: The //////////////( rude slang)! 

Don: /////////////(rude slang), yes. 

Eddie: I am Addie, your nana’s carer. 

Don: Obviously not a very good one. 

Eddie: Pardon me? 

Don: Because she’s dead. So …Ah? You didn’t know, did you? Sorry, yeah. She passed 

away. She has gone. It is over for her. Finished. Certain. End credits. Hello? She is dead. 

Eddie: Oh god! 

Don: Yeah, but hay, look silver lining. I have got a massive free house. 

Eddie: That’s terrible news. 

Don: What are you doing? 

Eddie: Com here. 

Don: No no no no. No I don’t know you. 

Edie: Don’t fight, don’t fight it. 

…………………………………………………………………………………………………… 

Think about the above question and check the following display: 

Distance increase        politeness increases 

Power increases             politeness increases 

Imposition high            politeness increase 

Step 4: Communicative practice (25 minutes) 

1. Have students discuss the inappropriate language use in YouTube 1 conversation 

and then produce the better language use of their produced conversation in groups . 

2. Choose the group to practice then have them practice their own conversation in 

front of the class. The students give detail on social factors in the presented 

conversation which they need to consider in producing language patterns. 

Stap 5: Corrective Feedback (10minutes) 

1. Teacher give feedback on dialogue students presented in front of the class. 
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Week 2  Unit: Pragmatic Awareness 

Time: 90 minutes 

Objactive:  

1. To motivate learners to think about sociopragmatic and pragmalinguistic in 

language use. 

2. To motivate learners to think about the appropriateness and inappropriateness 

use of language in social interaction or daily life.  

3. Identify the communication problem with pragmatic and with linguistic. 

4. To help learners to become aware of the contexts where “requesting” occurs 

5. To provide learners the opportunity to analyze the use of the request in 

different contexts and to use it appropriately  

 

Introduction: 

The purpose of this activity is for teachers to get learners’ attention and motivate 

them to focus on the activities. Teachers will provide learners with examples that 

address factors effect the effective communicate in diferent communicative contexts 

and the linguistic feature used in communication to motivate them to learn 

pragmatics and focus their attention on the activities. The teacher may identify 

sociopragmatic and pragmalinguistic presented in YouTubes. . 

 

Description of the Activity: 

The teacher will start with review the previous week lesson then the teacher will talk 

about what we need to consider when we talk with others in any contextual 

situations. The teacher may share idea of social factors and linguistic features and 

language pattern when we talk to people in formal, informal situations.  Students 
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watch YouTube and answers the question on issues related to the conversation from 

YouTube 

Procedure: 

Step 1and 2: Exposure of native speaker pragmatic(form search and form 

comparison). (15 minutes) 

1. Teachers give example of how social factor and appropriate use of language effect 

the people communication 

3. Have student watch YouTube 4… “how not to live your life” Episode  2 and 

YouTube 5  “Notthing Hill” 1/10 

 

Step 3: The explanatory handout and YouTube( form analysis). (40 minutes) 

1. Have students read the conversation of the sitcom YouTube and justify the social 

factor and language use presented in the two YouTube. 

……………………………………………………………………………. 

Abby has to go on a school trip to the mountain and Don manages to go with her by 

telling a line to Karl so that he has to stay at work. Suddenly Karl appears in the 

mountains and Abby suggests organizing a scavenger hunt with the children. Karl 

wins the competition but Don gets lost with some of the children. He finds a pup and 

there he goes with children since it is getting dark and cold. Don and the kids start 

drinking and when they get to the campsite Abby is so angry that starts complaining 

about Don.  

Abby: I want a word with you. 

Don: Fancy abeen? 

Abby: Are you drunk? 

Don: A little bit. 
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Abby: Where the hell have you been, Don? I have been freaking out. Properly 

freaking out. 

Don: Well, I though you might ‘ve been. That why I left the pup when I did. You see, 

thoughtful. Not at all prickish. 

Abby: You went to the pup? That’s where you have been all this time? 

Don: Well we got lost. Your map was very confusing. Ow, ow ow !  

Abby: I can’t believe you Don, I can’t believe you took my kids drinking. 

Don: I would call it drinking. We just had four or five shots. In fact, some of them 

puked theirs right back out, so technically none. Well, except the fat kid. Whoo, she 

can knock’em back! 

Abby: Don you get it?. I could lose my job over this. 

Don: Sorry, I just wanted to show you that I’m good with children. 

Abby: Don’t. It ‘s my own fault.  

………………………………………………………………………………………… 

Youtube 5.   A man who pretend to be the customer to buy a books ,trying to steal 

the books from the books shop but the a man who is the owner of the book shop 

notice and talk to him. While they are talking a beautiful women who is a popular 

movie stars is searching for a book in this book shop. 

A man:  So 

Bookkeeper:  So you have put book down you trousers 

A man:  What book? 

Bookkeeper: The one down your trousers 

A man:  No I don’t have a book down my trousers 

Bookkeeper: Right,…. I will tell you what. I will call up police.  What can I say. I            

am wrong about the whole books down the trousers just not I really apologize. 

A man:  OK, What if I did have a books down my trousers 

Bookkeeper: Well, …. I em..  Ideally when I went back the desk you remove “the 

darken guy to Bali”  from your trousers and the…..put it back or you buy it. And see 

you a second.  …..( talk to a woman) I am sorry about it. 



Universlti Utara Malaysia 

 

223 

 

Woman   Oh, It is fine. I want to steal one but now change my mind. 

Bookkeeper: Oh, no no……..buy the  …….I see. 

  Oh yeah, I couldn’t stop it. You can find the non-science……. 

A man:  Excuse me, can I have your signature….? 

Woman: Oh sure, what is your name? 

A man:  Rufus. …………What do you say? 

Woman: That is my signature and about that you, Rufus, you belong in jail. 

A man:  Good one! Do you want my phone number? 

Woman: Tempting! But……no thank you. 

(talk to the bookkeeper) I will take this 

Bookkeeper: Oh right, right. So er second dollar? I will send back of 

….….Actually a sort of classic really. Not of this…….. so you fine so many book 

there. And um….I will have from one of them for free. Usefull for……… 

Woman: Thanks 

Man:  Pleasure  

………………………………………………………………………………………. 

 

2. Answer the following questions: 

1. Can you notice any power difference in the above conversation? and how 

would you rate it? Low, moderate or high 

2. How would you rate the social distance between speakers in the 

conversation? close, common or distant. 

3. What would be the imposition in the speaker words? Low, moderate or high. 

4. How would you rate the influence of context in which the conversation is 

taking place? Low, moderate or high. 

 

Questions on power: 

What is the main topic of the conversation? 

Can you notice any social-status difference? 

Is any of the participants trying to impose his/her social status?  
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Questions on social distance: 

Do you think speakers know each other? 

How would you classify their relationship, unknown people, friends, close friends, 

family. 

Questions on imposition: 

What is the speaker asking for to the hearer? 

Who has the information? 

Who want it? 

Is the speaker trying to impose his or her volunteer? 

Questions on participants: 

How do you think participants feel during this conversation 

comfortable/uncomfortable? 

Can participants’ mood and personality affect their behavior when speaking? 

Which of the following moods can be applied to speakers? Optimistic, peaceful, 

welcoming, violent, hopeless, lonely. 

Micro context: 

Where is the conversation taking place? 

Can the context influence the conversation/participants? 

How is the particular context influening that conversation? 

Stap 4: Communicative practice (25 minutes) 

1. Have student discuss the social factors in informal and formal communication and 

let them present that two different examples. 

2. Have them present the language patterns of formal and informal situations in front 

of the class.  
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Stap 5: Corrective Feedback (10 minutes) 

1. Teacher give feedback on dialogue students presented in front of the class. 

 

Week 3 Unit: How to make polite requests  

(Pragmatic awareness and perceiving request form and strategies)  

Time: 90 minutes 

Objective:  

1. To provide linguistic feature and strategies in requesting presented in YouTube 

clips, in request taxonomy and in request modifiers taxonomy.  

   

Introduction: 

In this activity, teachers will provide examples that show how to use polite request. 

Teacher explain more what what the YouTube videos said and give example in 

request taxonomy. 

 Description of the Activity: 

Start with an assessment of how much their students know about speech acts 

(especially requesting) by asking the students to find examples in textbooks, or daily 

conversations. Teachers provide examples of request in YouTube and conversation 

scrips and request taxonomy in student hand out to illustrate the use of requesting. 

Ask the students to describe the situations when the requesting takes place, and how 

people go about making the request. Also ask the students to discuss examples of 

requesting and the use of various forms of requesting. 

Ask the students to write down the different linguistic forms in English that they 

have found. 

Have student practice with friends and teacher give feedback to them. 
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Procedure: 

Step1 and 2: Exposure of native speaker pragmatic(form search and form 

comparison). (15 minutes) 

1. Provide examples of requesting by have students watch educational YouTube on 

how to make polite request YouTube 5-6 and YouTube 7 

2. Let them recognize the language use in requests and the request language pattern 

presented in YouTube.  

 

Step 3: The explanatory handout and YouTube( form analysis). (40 minutes) 

1. Have students read the request taxonomy and requests in YouTube videos 

2. Have students read to understand how many type of request and request strategies  

described in request taxonomy 

Request taxonomy 
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Taxonomy of Request Modifiers 

Type Sub-Type Example 

Internal 

Modification  

Openers 

 

Do you think you could open the 

window? Would you mind opening the 

window? 

Softners/ 

Understatements  

Could you open the window for a 

moment? 

 

Downtoner  Could you possibly open the window? 

Hedge  Could you kind of/just open the window? 

Intensifiers  

 

You really must open the window. 

I’m sure you wouldn’t mind opening the 

window. 

Fillers /Hesitators 

 

I er, erm, er - I wonder if you could open 

the window. 

Cajolers  You know, you see, I mean 

Appealers  Ok?, Right?, yeah 

Attentiongetters 

 

Excuse me…; Hello…; Look…;Tom, …; 

Mr. Edwards…;father…; 

External 

Modification  

Preparators  May I ask you a favor? … Could you 

open the window? 

Grounders/Explanations  

 

It seems it is quite hot here. Could you 

open the window? 

Disarmers 

 

I hate bothering you/ if you are not too 

busy but could you open the window? 

Expanders (repeat 

request with different 

formula 

Would you mind opening the window?... 

Once again, could you open the window? 

 

Promise of reward 

 

Could you open the window? If you open 

it, I promise to take  you to the cinema. 

Please  Would you mind opening the window, 

please? 

 

2  Teacher describes the taxonomy of request and request modifiers to students. 

……………………………………………………………………………………… 

Stap 4: Communicative practice (25 minutes) 

1. Teacher re explain what presented in YouTube and give more request form and 

strategies of request. Teacher ask students to creat situations in diferent contexts that 

using request then practice with classmate in pair, in group  then present the role play 

in front of the class.  

Stap 5: Corrective Feedback ( 10 minutes)  

 Teacher give feedback on dialogue students presented in front of the class. 
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APPENDIX E 

 

STUDENT HANDOUT  

 

Week 1  Unit: Pragmatic awareness  

Time: 90 minutes 

Read the conversation and find out the inappropriate or miscommunication in these 

two situations. 

Situation 1.  

In the Top North Travel agent, the Manager and the new client who is a famous 

singer are coming into the office. The workers who are in the travel agent are very 

exciting to meet the famous singer from Italy. 

Manager: Well, it happen in some countries but usually not over here …ha. ha. ha.. 

so, you are from Italy? 

Singer: Yes I am. 

Manager: And you are travelling to Tokyo? 

Singer: Yes 

Manager: Well, welcome to Top North Travel agency. Let’s me introduce to my staff 

then we will talk about Tokyo…… Marie ,  I would like to meet ………. 

Marie: Giegio  Moretti! 

Manager:  Oh , you know him. 

Singer:  It ‘s very nice to meet you. Eh.. what is your name? 

Marie: Oh,, my name…..yes .. Marie . I am Marie Lepage. 

Singer:  Very nice to meet you Marie. 

Manager:  Marie is our receptionist. She is from Paris. Mr Moretti is a new client. 

He is from Italy. 

Sheryl: Wohh,….. Giergio Moretti! …..Giergio Moretti! …..Giergio Moretti! 

Manager: Yes I know. He is a new client. He is from Italy. 
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Sheryl: Introduce me ! introduce me….  

Marie: This is…… 

Sheryl: Sheryl! 

Marie: Yes Cheryl. Yes   She is our………… 

Sheryl: Office manager. Hello Mr. Giorgio …. I mean Mr. Moretti. 

Singer:  Please call me Giergio. 

Sheryl: Call him Giergio, …… It ‘s so meet to nice ….. I mean it‘s so nice to meet 

you. 

Singer:  Nice to meet you too. 

Sheryl: Bob … Bob… Come … meet Giergio Moretti! 

Bob: Hay,, Giergio Moretti! . Hay man, how are yoy? I am Bob but every one call 

me Roberto… 

Manager: Bob is a travel agent……  Who call you Roberto? 

Pual: Giergio Moretti! 

Manager: Pual is our tour guide     ….(Pual sing  funny song with dencing) 

So Mr. Moretti. What is your occupation? 

All staff: He is a singer 

Manager: Everyone know that!..... Mr. Moretti, Marie have some questions for you 

then let’s talk about Tokyo. 

Marie: Ok, let me see…..name?…. Giorgio Moretti….. occupation?… singer… 

famous singer… great and famous singer…Nationality?….. Italian…age?…. 32…..?   

Married ? 

Singer:  No 

Marie: Single….Phone number? 

Singer:  This is my information. 
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Manager: Evething ‘s ok? Come with me Mr,Moretti 

Singer:  Thank you Marie 

Marie: I have Giorgio Moretti’s phone number! 

………………………………………………………………………………………………… 

Situation 2.  

This situation show the first time Don and Addie meet each other. Don has just arrive to his 

grandmother’s house and Addie enter the living room asking Don. After introducing each 

other Don tell him about his grandmother’s death  

Eddie: What are you doing? 

Don: Who the hell you are? 

Eddie: I was about to ask you the same thing. This is Mrs Donbury’s house. 

Don: Yeah, I’m her grandson. 

Eddie: The //////////////( rude slang)! 

Don: /////////////(rude slang), yes. 

Eddie: I am Addie, your nana’s carer. 

Don: Obviously not a very good one. 

Eddie: Pardon me? 

Don: Because she’s dead. So …Ah? You didn’t know, did you? Sorry, yeah. She passed 

away. She has gone. It is over for her. Finished. Certain. End credits. Hello? She is dead. 

Eddie: Oh god! 

Don: Yeah, but hay, look silver lining. I have got a massive free house. 

Eddie: That’s terrible news. 

Don: What are you doing? 

Eddie: Com here. 

Don: No no no no. No I don’t know you. 

Edie: Don’t fight, don’t fight it. 

…………………………………………………………………………………………………… 

 

Think about the above question and check the following display: 

Distance increase        politeness increases 

Power increases             politeness increases 

Imposition high            politeness increase 
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Week 2 Unit: Pragmatic Awareness 

Read the conversation of the sitcom YouTube and justify the social factor and 

language use presented in the two YouTube. 

……………………………………………………………………………. 

Abby has to go on a school trip to the mountain and Don manages to go with her by 

telling a line to Karl so that he has to stay at work. Suddenly Karl appears in the 

mountains and Abby suggests organizing a scavenger hunt with the children. Karl 

wins the competition but Don gets lost with some of the children. He finds a pup and 

there he goes with children since it is getting dark and cold. Don and the kids start 

drinking and when they get to the campsite Abby is so angry that starts complaining 

about Don.  

Abby: I want a word with you. 

Don: Fancy abeen? 

Abby: Are you drunk? 

Don: A little bit. 

Abby: Where the hell have you been, Don? I have been freaking out. Properly 

freaking out. 

Don: Well, I though you might ‘ve been. That why I left the pup when I did. You see, 

thoughtful. Not at all prickish. 

Abby: You went to the pup? That’s where you have been all this time? 

Don: Well we got lost. Your map was very confusing. Ow, ow ow !  

Abby: I can’t believe you Don, I can’t believe you took my kids drinking. 

Don: I would call it drinking. We just had four or five shots. In fact, some of them 

puked theirs right back out, so technically none. Well, except the fat kid. Whoo, she 

can knock’em back! 
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Abby: Don you get it?. I could lose my job over this. 

Don: Sorry, I just wanted to show you that I’m good with children. 

Abby: Don’t. It ‘s my own fault.  

………………………………………………………………………………………… 

Youtube 5.   A man who pretend to be the customer to buy a books ,trying to steal 

the books from the books shop but the a man who is the owner of the book shop 

notice and talk to him. While they are talking a beautiful women who is a popular 

movie stars is searching for a book in this book shop. 

A man:  So 

Bookkeeper:  So you have put book down you trousers 

A man:  What book? 

Bookkeeper: The one down your trousers 

A man:  No I don’t have a book down my trousers 

Bookkeeper: Right,…. I will tell you what. I will call up police.  What can I say. I            

am wrong about the whole books down the trousers just not I really apologize. 

A man:  OK, What if I did have a books down my trousers 

Bookkeeper: Well, …. I em..  Ideally when I went back the desk you remove “the 

darken guy to Bali”  from your trousers and the…..put it back or you buy it. And see 

you a second.  …..( talk to a woman) I am sorry about it. 

Woman   Oh, It is fine. I want to steal one but now change my mind. 

Bookkeeper: Oh, no no……..buy the  …….I see. 

  Oh yeah, I couldn’t stop it. You can find the non-science……. 

A man:  Excuse me, can I have your signature….? 

Woman: Oh sure, what is your name? 

A man:  Rufus. …………What do you say? 

Woman: That is my signature and about that you, Rufus, you belong in jail. 

A man:  Good one! Do you want my phone number? 

Woman: Tempting! But……no thank you. 

(talk to the bookkeeper) I will take this 

Bookkeeper: Oh right, right. So er second dollar? I will send back of 

….….Actually a sort of classic really. Not of this…….. so you fine so many book 

there. And um….I will have from one of them for free. Usefull for……… 



Universlti Utara Malaysia 

 

233 

 

Woman: Thanks 

Man:  Pleasure  

………………………………………………………………………………………. 

 

2. Answer the following questions: 

5. Can you notice any power difference in the above conversation? and how 

would you rate it? Low, moderate or high 

6. How would you rate the social distance between speakers in the 

conversation? close, common or distant. 

7. What would be the imposition in the speaker words? Low, moderate or high. 

8. How would you rate the influence of context in which the conversation is 

taking place? Low, moderate or high. 

 

Questions on power: 

What is the main topic of the conversation? 

Can you notice any social-status difference? 

Is any of the participants trying to impose his/her social status?  

Questions on social distance: 

Do you think speakers know each other? 

How would you classify their relationship, unknown people, friends, close friends, 

family. 

Questions on imposition: 

What is the speaker asking for to the hearer? 

Who has the information? 

Who want it? 

Is the speaker trying to impose his or her volunteer? 
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Questions on participants: 

How do you think participants feel during this conversation 

comfortable/uncomfortable? 

Can participants’ mood and personality affect their behavior when speaking? 

Which of the following moods can be applied to speakers? Optimistic, peaceful, 

welcoming, violent, hopeless, lonely. 

Micro context: 

Where is the conversation taking place? 

Can the context influence the conversation/participants? 

How is the particular context influening that conversation? 

 

Week 3 Unit: How to make polite requests  

(Pragmatic awareness and perceiving request form and strategies)  

Request taxonomy 
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Taxonomy of Request Modifiers 

Type Sub-Type Example 

Internal 

Modification  

Openers 

 

Do you think you could open the 

window? Would you mind opening the 

window? 

Softners/ 

Understatements  

Could you open the window for a 

moment? 

 

Downtoner  Could you possibly open the window? 

Hedge  Could you kind of/just open the window? 

Intensifiers  

 

You really must open the window. 

I’m sure you wouldn’t mind opening the 

window. 

Fillers /Hesitators 

 

I er, erm, er - I wonder if you could open 

the window. 

Cajolers  You know, you see, I mean 

Appealers  Ok?, Right?, yeah 

Attentiongetters 

 

Excuse me…; Hello…; Look…;Tom, …; 

Mr. Edwards…;father…; 

External 

Modification  

Preparators  May I ask you a favor? … Could you 

open the window? 

Grounders/Explanations  

 

It seems it is quite hot here. Could you 

open the window? 

Disarmers 

 

I hate bothering you/ if you are not too 

busy but could you open the window? 

Expanders (repeat 

request with different 

formula 

Would you mind opening the window?... 

Once again, could you open the window? 

 

Promise of reward 

 

Could you open the window? If you open 

it, I promise to take  you to the cinema. 

Please  Would you mind opening the window, 

please? 
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APPENDIX F 

 

STUDENTS’ PERCEPTION INTERVIEW AND SURVEY QUESTIONS 

 

1. How do you feel about learning request and apology speech acts through YouTube 

interventional instruction? Please provide examples to explain. 

2. How do you feel about learning socio pragmatics? Please provide examples to 

explain. 

3. What differences did you experience in learning pragmatics in the traditional 

classrooms and in YouTube interventional instruction? 

4. How successful would you say you learn pragmatics through this particular 

method by YouTube? Please provide examples to explain. 

5. What did YouTube do that resulted in the success in your pragmatics learning? 

6. What did YouTube do that resulted in the failure in your pragmatics learning? 

7. How do you feel about the classroom activities? Please provide examples to 

explain. 

8. Overall, what do you have to say regarding this project? 
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APPENDIX G 

 

DISCOURSE COMPLETION TESTS 

Name……………………………………………………Gender……………… 

Major……………………………………………………Age…………………. 

 

Please read the following situations. Write what you would say if you are the hotel 

receptionist in each situation. It is expected that you would say something in English in each 

of the situation. 

 

Situation 1 

The guest who is checking out forgot to give back the hotel room key card. What would you 

say to the guest in request to return the room key card? 

 

You: 

  

                                                                                                                                   

Situation 2 

Your hotel guest broke the hotel property. What would you strongly request for paying for 

the hotel property which have been damaged by the guests? 

 

You: 

  

 

Situation 3 

The guest want to stay at your hotel for one night, you want him/her to fill in the registration 

card. What would you say to the guest for filling in some information required in the 

registration card? 

 

 

You:

  

 

Situation 4 

The guest is smoking at the hotel lobby. What would you say to the guest to smoke in the area 

provided for smoking? 

 

You: 

  

                                                                                                                                  

Situation 5 

The guest is going to swim at hotel swimming pool with but he didn’t wear swimming suit. 

What would you say to your guest to wear a swimming suit for using the hotel swimming 

pool? 
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You: 

                                                                                                                                       

Situation 6 

 

The guest has ordered room service but she have wait for one and half hour. What would you 

say to the annoyed guests to deal with the delay of that hotel room service? 

 

You: 

  

 

 

Situation 7 

 

There is long queue of hotel guests waiting for checking in at the lobby? What would you say 

to her/him who want to check in and have a rest after their tired with long journey? 

 

You:

  

                                                                                                                                       

Situation 8 

The guest call you at the lobby to inform that the air condition in his/her room is doesn’t 

work. What would you say to him/her? 

 

You: 

  

 

Situation 9 

There is a call to request a room for tonight but your all rooms are fully booked  

What would you say to him/her? 

You: 

  

 

Situation 10 

The guest requests to checking out a bit late for tomorrow, but the guest reservation record 

show you have a fully booked tomorrow, what would you say to him/her?  

 

You: 
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APPENDIX H 

 

DCT SITUATIONS DISPLAYED IN TERMS OF POWER, SOCIAL  

DISTANCE, AND IMPOSITION 

Situation / Power+ /Power- /SD+ /SD- /Imposition+ /Imposition-. 

 

Power +: Speaker has a higher rank, title or social position, or is in control of the 

assets in the situation. Examples would be a supervisor, manager, or customer. 

Power -: Speaker has a lower rank, title or social position, or is not in control of the 

assets in the situation. Examples would be a subordinate worker, member of an 

organization with less status, or salesperson serving a customer. 

SD +: Speaker and hearer do not know or identify each other. They are strangers 

interacting in a social/life circumstance. 

SD - : Speaker and hearer know and/or identify each other. Examples are co-workers 

or people who belong to the same organization. 

Imposition +: The hearer must expend a large amount of goods, services, or energy 

to carry out the request. 

Imposition - : The hearer must expend a relatively small amount of goods, services, 

or energy to carry out the request. 

(These definitions were adopted from Hudson, T., Detmer, E., & Brown, J. D. (1995). 

Developing prototypic measures of cross-cultural pragmatics Honolulu, HI: Second 

Language Teaching & Curriculum Center, University of Hawaii) 
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APPENDIX I 

 

RATING COMPONENTS DEFINITIONS 

The raters were trained using the following definitions: 

1. Ability to use the correct speech act: 

Each situation is designed to elicit a particular speech act; you should consider and 

rate the degree to which each response captures what you consider to be the speech act 

the situation was intended to elicit. You may ask yourself the following: How 

appropriate is this speech act for this situation? Some possible problems may occur 

during the rating. As you read the responses, it should become apparent that speech 

acts are not mutually exclusive. For example, a request might begin with an apology: 

“I am sorry, but could you move your car?” It is still a requested speech act. As long 

as the response includes the speech acts within it, it should be considered “appropriate” 

and be rated accordingly. It may also be the case that the response given is very indirect 

or is intended to introduce a topic without actually getting to the point. In these cases, 

you should still rate the given response on its appropriateness in the situation. 

 

2. Expressions and vocalulary: 

This category includes use of typical speech acts, gambits, and so on. Non-typical 

speech might result from the non-native speaker not knowing a particular English 

phrase or some types of first-language transfer. The question to ask yourself when 

rating this category is: How appropriate is the wording/are the expressions? 

 

3. Amount of information: 

In this category, the question is: “How much speech and/or information is appropriate 

for this given situation?” Do the participants provide sufficient and appropriate 

information in a certain situation for people to comprehend? 

 

4. Degree of appropriateness 

Politeness includes the aspects of formality and directness that include the use of 

politeness markers (thanks, please, if you don’t mind, and so on). Because politeness 

has many elements, it is impossible to prescribe a formula of politeness for a given 
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situation. Therefore, in this category, you should ask:” How much politeness is 

appropriate for this given situation?” 

(The definitions and descriptions of the terms speech act, expression, amount of information 

and politeness are adopted from Hudson, T., Detmer, E., & Brown, J. D. (1995). Developing 

prototypic measures of cross-cultural pragmatics Honolulu, HI: Second Language Teaching 

& Curriculum Center, University of Hawaii) 
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APPENDIX J 

 

RATER’S RATING ON PARTICIPANTS’ PERFORMANCE 

The two native raters rated participants’ performance based on 5 point rating scale 

ranging from 1 to 5 as following: 

1 point - Minimal attempt to complete the task and/or content frequently 

inappropriate 

• The student makes an effort but falls short, possibly missing required elements. 

• Response may be unrelated to the assigned task. 

• There may be very little ratable material. 

2 points - Partial completion of the task, content partially appropriate, ideas are 

undeveloped 

• Response is partially relevant but lacks appropriate details. 

• A required portion of the task may be missing. 

3 points- Capture some ideas of the task, content partially appropriate, ideas partially 

developed 

• Response is mostly relevant and shows partially appropriately details 

• Some required portion of the task is missing 

4 points – Demonstrate essential ideas of the task, content mostly appropriate, ideas 

adequately developed 

• Most required elements are present. 

• Response directly relates to the task as given. 

• Response has sufficient information 

5 points - Superior completion of the task, content appropriate, ideas well developed 

and well-organized 

• Present all required elements 

• Response directly relates to the task as given. 

• Response has all sufficient information 

• Response is well-organized 
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APPENDIX K 

 

YOUTUBE CLIPS IN YOUTUBE INTERVENTIONAL TEACHING  

METHOD  

 

https://youtu.be/bhDqOfkyLJ0 
 
https://youtu.be/NUPZ9uyZHmw 
 
https://youtu.be/KJ4Bhp1B_f8 
 
https://youtu.be/YYz5nz8F0h4 
 
https://youtu.be/wgbU8uWsBfI 
 
https://youtu.be/6xMlcIGPKYM 
 
https://youtu.be/EUEajsRReDc 
 
https://youtu.be/rEI-k69iblY 
 
https://www.youtube.com/playlist?list=PLPbqwa_kzLhUXx4pC-
Q6zbki9Wq1ThdZD 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://youtu.be/bhDqOfkyLJ0
https://youtu.be/NUPZ9uyZHmw
https://youtu.be/KJ4Bhp1B_f8
https://youtu.be/YYz5nz8F0h4
https://youtu.be/wgbU8uWsBfI
https://youtu.be/6xMlcIGPKYM
https://youtu.be/EUEajsRReDc
https://youtu.be/rEI-k69iblY
https://www.youtube.com/playlist?list=PLPbqwa_kzLhUXx4pC-Q6zbki9Wq1ThdZD
https://www.youtube.com/playlist?list=PLPbqwa_kzLhUXx4pC-Q6zbki9Wq1ThdZD
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 Learning Pragmatics with YouTube part 1 

rning Pragmatics with YouTube part 1 

 Learning Pragmatics with YouTube part 2 

earning Pragmatics with YouTube part 2 

Learning Pragmatics with YouTube part 3 

arning Pragmatics with YouTube part 3 

 Learning Pragmatics with YouTube part 4 

rning Pragmatics with YouTube part 4 

https://www.youtube.com/watch?v=bhDqOfkyLJ0&authuser=0
https://www.youtube.com/watch?v=bhDqOfkyLJ0&authuser=0
https://www.youtube.com/watch?v=NUPZ9uyZHmw&authuser=0
https://www.youtube.com/watch?v=NUPZ9uyZHmw&authuser=0
https://www.youtube.com/watch?v=KJ4Bhp1B_f8&authuser=0
https://www.youtube.com/watch?v=KJ4Bhp1B_f8&authuser=0
https://www.youtube.com/watch?v=YYz5nz8F0h4&authuser=0
https://www.youtube.com/watch?v=YYz5nz8F0h4&authuser=0
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 Learning Pragmatics with YouTube part 5 

earning Pragmatics with YouTube part 5 
 

Learning Pragmatics with YouTube part 6 

earning Pragmatics with YouTube part 6 
 

 Learning Pragmatics with YouTube part 7 

earning Pragmatics with YouTube part 7 
 

 Learning Pragmatics with YouTube part 8 

 
 

 

 

https://www.youtube.com/watch?v=wgbU8uWsBfI&authuser=0
https://www.youtube.com/watch?v=wgbU8uWsBfI&authuser=0
https://www.youtube.com/watch?v=6xMlcIGPKYM&authuser=0
https://www.youtube.com/watch?v=6xMlcIGPKYM&authuser=0
https://www.youtube.com/watch?v=EUEajsRReDc&authuser=0
https://www.youtube.com/watch?v=EUEajsRReDc&authuser=0
https://www.youtube.com/watch?v=rEI-k69iblY&authuser=0
https://www.youtube.com/watch?v=rEI-k69iblY&authuser=0
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APPENDIX L 

 

MAP OF THAILAND 

 

Map of Thailand 
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APPENDIX  M 

 

THE INDEX OF ITEM-OBJECTIVE CONGRUENCE OF YOUTUBE 

ผลการประเมินความสอดคล้อง (IOC) แผนการจัดการเรียนรู้ YouTube part 1-8  
แบบประเมินความสอดคลอ้งกบั
วตัถุประสงค ์

คะแนนความคิดเห็นของผูเ้ช่ียวชาญ คะแนนรวม 

(ER) 

ดชันีความ
สอดคลอ้ง 
(IOC) 

สรุป 

ผล คนท่ี 

 1 

คนท่ี 

2 

คนท่ี 

3 

คนท่ี 

4 

คนท่ี 

5 

1. The content of YouTube 

suitable to learning 

objective 

+1 +1 +1 +1 +1 5 1 Valid 

2. The content of YouTube 

suitable to Thai EFL 

students 

+1 +1 +1 +1 +1  1 Valid 

3. The length of YouTube 

clips 

+1 +1 +1 +1 +1 5 1 Valid 

4. The speed of 

conversation in TouTube  

+1 +1 +1 +1 +1 5 1 Valid 

5. The difficulty of 

vocabulary and technical 

terms  

+1 +1 +1 +1 +1 5 1 Valid 

6. Varieties ofEnglish  

accent  and easy to 

understand  

+1 +1 +1 +1 +1 5 1 Valid 
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APPENDIX  N 

 

THE INDEX OF ITEM-OBJECTIVE CONGRUENCE OF LESSON  PLAN 

ผลการประเมินความสอดคล้อง (IOC) แผนการจัดการเรียนรู้ 
 

แบบประเมินความสอดคลอ้งกบั
วตัถุประสงค ์

คะแนนความคิดเห็นของผูเ้ช่ียวชาญ คะแนนรวม 

(ER) 

ดชันีความ
สอดคลอ้ง 
(IOC) 

สรุป 

ผล คนท่ี 

 1 

คนท่ี 

2 

คนท่ี 

3 

คนท่ี 

4 

คนท่ี 

5 

1. Suitable of exposure of 

native speaker pragmatic 

step  

+1 +1 +1 +1 +1 5 1 Valid 

2. Suitable of explanatory 

handout step 

+1 +1 +1 +1 +1 5 1 Valid 

3. Suitable of 

communicative practice 

step 

+1 +1 +1 +1 +1 5 1 Valid 

4. Suitable of corrective 

feedback 

+1 +1 +1 +1 +1 5 1 Valid 

5. Suitable of learning 

objective 

+1 +1 +1 +1 +1 5 1 Valid 

6. Suitable of learning 

Content 

+1 +1 +1 +1 +1 5 1 Valid 

7. Suitable of learning 

Activities 

+1 +1 +1 +1 +1 5 1 Valid 

8. Learning Content  

suitable with the hotel front 

desk service 

+1 +1 +1 +1 +1 5 1 Valid 

9.  Learning activities  

suitable with the hotel front 

desk service 

+1 +1 +1 +1 +1 5 1 Valid 

10. Offer examples of 

request act in YouTube 

+1 +1 +1 +1 +1 5 1 Valid 

11. Offer examples of 

request act in YouTube 

+1 +1 +1 +1 +1 5 1 Valid 
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APPENDIX  O 

 

THE INDEX OF ITEM-OBJECTIVE CONGRUENCE OF DCT 

แบบประเมินคุณภาพข้อสอบ Discourse Completion Test (DCT) 

 แบบประเมินความ
สอดคลอ้งกบั
วตัถุประสงค ์

คะแนนความคิดเห็นของผูเ้ช่ียวชาญ คะแนน
รวม 

(ER) 

ดชันีความ
สอดคลอ้ง 
(IOC) 

สรุป 

ผล คนท่ี 

 1 

คนท่ี 

2 

คนท่ี 

3 

คนท่ี 

4 

คนท่ี 

5 

To evaluate 

students in 

requesting the 

hotel  guest to 

return back the 

room key card 

Situation 1.  
The guest who 

is checking out 

forgot to give 

back the hotel 

room key card. 

What would 

you say to the 

guest in 

request to 

return the 

room key 

card? 

+1 +1 +1 +1 +1 5 1 Valid 

To evaluate 

students in 

requesting the 

hotel guest to 

pay for the 

damaged hotel 

property 

Situation 2.  
Your hotel 

guest broke 

the hotel 

property. What 

would you 

strongly 

request for 

paying for the 

hotel property 

which have 

been damaged 

by the guests? 

+1 +1 +1 +1 +1 5 1 Valid 

To evaluate 

students in 

requesting the 

hotel  guest to 

fill out the 

registration card 

Situation 3.  

The guest 

want to stay at 

your hotel for 

one night, you 

want him/her 

to fill in the 

registration 

card. What 

would you say 

to the guest for 

filling in some 

information 

required in the 

+1 +1 +1 +1 +1 5 1 Valid 
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registration 

card? 
To evaluate 

students in 

requesting the 

hotel  guest to 

smoke at the 

smoking area 

Situation 4.  
The guest is 

smoking at the 

hotel lobby. 

What would 

you say to the 

guest to smoke 

in the area 

provided for 

smoking? 

+1 +1 +1 +1 +1 5 1 Valid 

To evaluate 

students in 

requesting the 

hotel  guest to 

wear swimming 

suit  

Situation 5.  

The guest is 

going to swim 

at hotel 

swimming 

pool with but 

he didn’t wear 

swimming 

suit. What 

would you say 

to your guest 

to wear a 

swimming suit 

for using the 

hotel 

swimming 

pool? 

+1 +1 +1 +1 +1 5 1 Valid 

To evaluate 

students in 

apologizing the 

hotel  guest in 

the delay of 

room service 

Situation 6. 

The guest has 

ordered room 

service but she 

have wait for 

one and half 

hour. What 

would you say 

to the annoyed 

guests to deal 

with the delay 

of that hotel 

room service? 

+1 +1 +1 +1 +1 5 1 Valid 

To evaluate 

students in 

apologizing the 

hotel  guest for 

wait at checking 

in for long time 

Situation 7.  

There is long 

queue of hotel 

guests waiting 

for checking in 

at the lobby? 

What would 

you say to 

her/him who 

want to check 

in and have a 

+1 +1 +1 +1 +1 5 1 Valid 
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rest after their 

tired with long 

journey? 
To evaluate 

students in 

apologizing the 

hotel  guest for 

air-condition is 

doesn’t work 

Situation 8.  

The guest call 

you at the 

lobby to 

inform that the 

air condition 

in his/her 

room is 

doesn’t work. 

What would 

you say to 

him/her? 

+1 +1 +1 +1 +1 5 1 Valid 

To evaluate 

students in 

apologizing the 

hotel  guest that 

the room is fully 

book 

Situation 9.  

There is a call 

to request a 

room for 

tonight but 

your all rooms 

are fully 

booked  

What would 

you say to 

him/her? 

+1 +1 +1 +1 +1 5 1 Valid 

To evaluate 

students in 

apologizing the 

hotel  guest for 

can’t let them 

check out late 

Situation 10.  

The guest 

requests to 

checking out a 

bit late for 

tomorrow, but 

the guest 

reservation 

record show 

you have a 

fully booked 

tomorrow, 

what would 

you say to 

him/her? 

+1 +1 +1 +1 +1 5 1 Valid 

To evaluate the 

analytical rating 

scale for the 

DCT Test 

The analytical 

rating scale for 

the DCT Test 

+1 +1 +1 +1 +1 5 1 Valid 
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APPENDIX  P 

 

THE INDEX OF ITEM-OBJECTIVE CONGRUENCE OF SURVAY AND 

INTERVIEW QUESTIONS 

แบบประเมินคุณภาพของค าถามที่ให้ในการสัมภาษณ์ 

แบบประเมินความสอดคลอ้งกบัวตัถุประสงค ์ คะแนนความคิดเห็นของผูเ้ช่ียวชาญ คะแนน
รวม 

(ER) 

ดชันีความ
สอดคลอ้ง 
(IOC) 

สรุป 

ผล คนท่ี 

 1 

คนท่ี 

2 

คนท่ี 

3 

คนท่ี 

4 

คนท่ี 

5 

1. How do you feel about 

learning request and apology 

speech acts through YouTube 

interventional instruction? 

Please provide examples to 

explain. 

+1 +1 +1 +1 +1 5 1 Valid 

2. How do you feel about 

learning socio pragmatics? 

Please provide examples to 

explain. 

+1 +1 +1 +1 +1 5 1 Valid 

3. What differences did you 

experience in learning 

pragmatics in the traditional 

classrooms and in YouTube 

interventional instruction? 

+1 +1 +1 +1 +1 5 1 Valid 

4. How successful would you 

say you learn pragmatics 

through this particular method 

by YouTube? Please provide 

examples to explain. 

+1 +1 +1 +1 +1 5 1 Valid 

5. What did YouTube do that 

resulted in the success in your 

pragmatics learning? 

+1 +1 +1 +1 +1 5 1 Valid 

6. What did YouTube do that 

resulted in the failure in your 

pragmatics learning? 

+1 +1 +1 +1 +1 5 1 Valid 

7. How do you feel about the 

classroom activities? Please 

provide examples to explain. 

+1 +1 +1 +1 +1 5 1 Valid 

8. Overall, what do you have to 

say regarding this project? 

+1 +1 +1 +1 +1 5 1 Valid 
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APPENDIX R 

FOCUS GROUP INTERVIEW 

A casual dialogue in a manner of worry-free or stress-free from grading acts as a 

reflection of the experience and feeling after learning. As previously mentioned, the 

research is developed to empower students with a goal of how to assist them to use 

polite language. In particular, it stresses upon request and apology settings, which are 

renowned as a speech act or “Pragmatics” in English. This term refers to the social use 

of language within an accurate and appropriate context. Thus, this research welcomes 

the opinions of the students. 

The first question lies on; 1. How students feel about learning pragmatics. As per 

the above description, pragmatics is the social use of language or the true event-based 

use of language; who is talked to, where it happens, how it is talked, and what mood 

it associates while talking. This question denotes how students feel about this specific 

learning dealing with language use in comparison to previous learning styles in old 

days. Each subject is discussed one at a time. 

Student 1: Vocabulary should be considered for which situation; be it with friends, 

adults, or younger people than us. 

Student 2: It teaches us appropriateness in language when we talk to our friends, 

lecturers, or elderly people. We will know what to amend in our current speech because 

the level of appropriateness is different. 

A female lecturer asked: Do the students previously know about the different levels of 

language? 

Student 2: I do not know. The language is similarly used for all. 

Lecturer Boonyarit asked: Is it different from what we have studied in the book? 

Most of the students replied: It is different. 

Lecturer Boonyarit said: Let's explore the weight of the language and the use of words; 

which words are appropriate for friends, adults, or children. The subject of pragmatics 

deals with the use of language considering social factors. Do you remember what these 

factors are? 

The students and lecturers simultaneously responded. 

Power, Distance, Imposition: intention and purpose of using the language. 

..........Context: The circumstances of an event that occurred and the details of the 

speaker. 
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Visarut: I feel that learning through YouTube depicts a strength. It is more intriguing 

to learn from YouTube rather than listening to the lecturer alone. Simply put, if we 

only listen to the lecturer, our brains cannot keep up with what has been being said by 

the lecturer. However, watching YouTube allows us to relax and think per our 

imagination leads to. Most of the time, the teaching style of the lecturer is to give 

information. Whereas learning from YouTube is about the application and analysis for 

highly effective implementation in real life. 

Lecturer Boonyarit asked: The language we listen to on YouTube enables us to shift 

our learning focus into the use of language for purposes. 

Student 3 (Visarut): The appropriate use in different levels per friend’s explanation is 

about saying or uttering an apology with different weights. This is similar to whom we 

will use the word “would,” and that comes with a similar meaning to the word “could.” 

If we were going to borrow money from the lecturer, we should not use the word “can” 

or “could,” but we will say “I would borrow your money please” to show better 

politeness and firmness compared to “can” and “could.” 

Lecturer Boonyarit said; 2. Now we are moving to the second point, and it is about 

using the language properly... which YouTube acts as a medium. What have the 

students learned? We have problems in the use of language in terms of appropriateness, 

equality, consistency… Earlier on, do you happen to know how the word is used and 

when to use it from the textbook? In fact, general classes may explain it. 

Student 4: I might happen to know some, but I cannot differentiate it. Those days, we 

only use the word “can” for anything, but we cannot tell if the word “could” is more 

polite. We knew that this word was used to request, but we still insisted on using the 

word “can” only. 

Lecturer Boonyarit said: Especially, it is when we go for an internship, isn’t it? 

Knowing the right language also makes us happy unless we already know the 

vocabulary. Now let's go deeper about YouTube content. YouTube contains three 

contents. Do you still remember? There is a YouTube with a description as ................, 

and service of the movie. We have “time not to live your life,” and .........., and............, 

and then the students are asked to weigh these movies. How do the students think about 

the movies? Is it difficult or understandable? or would you like to choose a better 

movie or what not? 

A student replied: It is difficult to listen. The language used is swift. We have to repeat 

listening several times to what is said. However, the content of ..... with English 

subtitles in parallel with mouth gestures shows that the speakers use simple language 

to talk, easy to listen to, and easy to understand. 

Lecturer Boonyarit asked: How many times do you repeat to feel better? 
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A student replied: It is about 4 to 5 times. In the first movie, I try to listen to what is 

said between the actress and her child. 

Lecturer Boonyarit said and asked: Because the language we learn in the textbook and 

real life are not the same. What do you think the hardest thing to hear? 

A student replied: Accent and speech pace. 

Lecturer Boonyarit asked: Do these three movies share the same accent? 

A student replied: It is different. 

Lecturer Boonyarit asked: As far as we can distinguish the accents, how many are 

there? 

Lecturer Boonyarit and students replied: It is a British accent for Nothing Hill, 

American accent ........ with Latin and Spanish. In fact, we have to catch up with fast 

listening when joining an internship at a hotel. However, what we have discussed does 

not depend on accent but the language use, but we cannot deny that it is still relevant 

with understanding. Besides the accent issue, is there anything else? 

A student replied: It is about the vocabulary. 

Lecturer Boonyarit explained: We know ourselves that we need practices, and we must 

link to an extent of how to use vocabulary to appropriate the language. 

Lecturer Boonyarit asked: Among these YouTube videos, which video does it stand 

out most? 

A student replied: It is about the insurgency. 

Lecturer Boonyarit asked: Is the language they use different from the language we use? 

or anything we have expected for future application. 

A student replied: They are similar and practical. 

Lecturer Boonyarit said: Requests and apologies, but other subjects have not been 

studied in the speech act. 

The female lecturer asked; 3. How does it feel to study with a lecturer and learn by 

YouTube? 

A student replied: It is different. When learning with the lecturer, he is the one who 

gives lectures, and everyone else listens to the lecturer only. Indeed, they may not 

understand with a clear picture. Whereas learning by YouTube contains sound effects, 

illustrations, and feels relaxing, yet becomes easier to understand. 

The female lecturer asked: How about the accent of speech? 
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A student replied: It is better to listen to the accent. We listen to different accents and 

experience various facial expressions. We only study in a square room, and only a 

person speaks, and this makes us over-thinking. 

Lecturer Boonyarit said: You may skip some of the inappropriate pictures. 

A student replied: Students can distinguish whether it is appropriate or inappropriate, 

as we are all matured. 

Lecturer Boonyarit asked: What do you think is good or otherwise for Thai children 

studying via YouTube, where many western cultures are completely disclosed? 

A student replied: I think it will be best. It seems that Thai children love promoting 

anti-action when doing things. Assuming about the issue of uniform, let’s not compare 

it with the foreign community, it is better to provide children a chance to try and figure 

things out on their own as if they are living in problems and everything, which they 

might face in the future. 

Lecturer Boonyarit asked: With the issue of YouTube, from your point of view, do 

you think it helps if YouTube is integrated into English teaching since Year 1, Year 2, 

and Year 3? 

A student replied: It helps a lot. We can apply it in our learning as well because 

children seem to dislike reading more books, yet they love to listen and watch. If 

learning is made interesting, we will pay more attention to learning as if giving 

complementary media to entertain the children. Their attention is diverted, and they 

start to focus on it and want to resume the study. Instead of teaching by giving lectures 

in class, there should be games to play or a little complimentary activity in relation to 

the teaching material. I think the children would be more interested and probably 

remember it well. 

In some cases, we study with lecturers. When we do not understand the lesson, we are 

afraid to question and think that asking questions would be a waste of friends’ time. 

The female lecturer asked: I cannot hear it clearly. The voice is not audible.    

A student replied: It is similar to when we study with a lecturer in the beginning; 

Lecturer Farr opens YouTube to allow students to watch first, and he explains later. 

This works better than direct teaching from a textbook. 

Lecturer Boonyarit asked: Let’s compare two occasions between learning by watching 

it all alone without any explanation and learning with scripts and vocabularies 

followed by watching YouTube. 

A student replied: There is a combination of scripts, lecturers, and YouTube. 

Lecturer Boonyarit asked: What about learning by only watching YouTube? 
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A student replied: It cannot be done because the vocabulary must contain three 

components. If we are doubting something, we can simply write it down in the script. 

Lecturer Boonyarit asked: Then students are saying that YouTube should be part of 

the classroom, but it is not for self-learning.  

A student replied: Yes, but there should be another approach by providing interesting 

YouTube videos without having only content. Thus, we should look for interesting 

media or anything to show sympathy to those students, who do not understand. If the 

lecturer attempts to teach and explain YouTube, the students can be motivated, and it 

may trigger them to work further after watching it. 

The female lecturer asked: On the other hand, what if the students are the ones to 

choose YouTube for themselves? 

A student replied: It is alright, but the lecturer should provide as well. We then can 

share our content, and this sharing would be more fun. 

Lecturer Boonyarit asked; 4. By considering traditional learning and learning by 

YouTube as an integrated media, I think that YouTube, in general, helps us to 

understand English better; the use of words, use of sentences, and use of expressions. 

Can you please provide an example out of what really happens to you? For instance, 

it is the case of you using the only word “can” for all. Please give an example. 

A student replied: It is the case of asking names from “What’s your name?” to “May I 

have your name please?” Another case would be an apology from “I'm sorry” to “I'm 

sorry about that.” The sentence “I'm really sorry” is often used and politer. 

Lecturer Boonyarit asked; 5. Learning with YouTube has affected the use of 

appropriate language in front-line internship services. Can YouTube help? 

A student replied: It helps in pronunciation and accents. Besides the use of appropriate 

language can be trained, YouTube helps in beautifying and improving the accent, and 

familiarizing foreign accents. 

Lecturer Boonyarit asked: Is it consistent with the use of body language, smiling face, 

use of hands, and use of appearance? 

A student replied: Yes, if we seek an apology with an impulsive accent, that would 

consider as irony. 

Lecturer Boonyarit asked: Hence, does watching YouTube contribute to this particular 

concern? 

A student replied: Yes. 
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Lecturer Boonyarit asked; 6. Learning ....... Do we think where should be 

improved? 

A student replied: The duration should be longer, and most time is consumed by 

waiting for friends. The time is left too little. I want the lecturer to start teaching 

immediately when the time comes, and we shall not wait for any latecomers. 

Lecturer Boonyarit asked: Is there anything else that should be improved in terms of 

the activities? 

A student replied: There should be games, such as game cards helps to remember. 

Also, another activity should be a performance, such as a role-play. This activity is 

better by creating characters and acting as what is shown on YouTube. 

A student replied: Another point would be the lecturer's fault because the lecturer often 

emphasizes on smart students. When students make a mistake with reading, the 

lecturer puts blame on them; why is it too loud? why is it wrong? As a result, the 

students are discouraged to read or perform again.   

Lecturer Boonyarit asked; 7. How do you think you will improve your English by 

watching YouTube? 

A student replied: Yes, YouTube helps in our development; it allows for accent 

training and voice stressing, so that correct pronunciation can be realized. 

Lecturer Boonyarit asked: Have you ever done it before? What about now? And how 

about the future? 

A student replied: It is when we go for an internship during the first year. Pronunciation 

must be accurate.  

Lecturer Boonyarit asked: Do you think you will watch more movies and YouTube in 

the future? 

A student replied: Usually, I like to watch movies and YouTube.  

Lecturer Boonyarit asked: Do you understand well about speech act from YouTube or 

the lecturer’s explanation, or conversation sheet distributed? Simply put, can we 

directly differentiate from sentences to sentences whether it is a request, apology, 

order, or notification? Are we still confused when we listen to YouTube about request 

and apology speech acts? 

A student replied: If it is by looking at the sheet, we know what requests and apologies 

are. However, if we watch YouTube along with witnessing characters’ facial 

expression and their context, we will know the meaning better than what it conveys. 

The expression covers tone of voice, facial expression, and OK response. We will 

comprehend better by watching the movies. 
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Lecturer Boonyarit asked: Have you found any throughout our study? 

A student replied: I have found a lot. Sometimes, I get confused about the similarities 

between official requests, requests, and orders, because they share the word “could.” 

Lecturer Boonyarit asked: The second point is the use of vocabulary. Do we learn or 

have there been any improvements from learning by YouTube? Do we attain 

appropriate words or sentences with the right meaning on YouTube? 

A student replied: Yes, such as sorry (I did not hear the rest). 

Lecturer Boonyarit asked: Is there any development after learning and watching 

YouTube with sufficient information on apology and request? Simply put, can we 

speak a little longer and comprehensive or else remember of pre-and-post-test? 

A student replied: I obtain some part of them, because the learning duration is short, 

and it never lasts long, as I am not used to it. 

Lecturer Boonyarit asked: Pertaining to the use of polite words, it is what we learn 

before and after class, such as using the word “please,” “would,” and “could” as a 

modal verb or if-clause, or a gerund by watching YouTube. 

Lecturer Boonyarit asked: Is there anything else the students would like to add? 

A student replied: - 
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APPENDIX S 

SURVEY QUESTIONS RESULTS 

Perception on Learning Request and Apology via YouTube 

1. How do you feel about learning request and apology speech acts through YouTube? 

(1) I like it because YouTube is a visual and audio media enabling us to better 

understand the situation of conversation as if I am in a real situation. 

(2) I like it because I understand better when looking at the illustration. 

(3) I like it because learning by using YouTube is not boring. We can diversely choose 

to listen or watch. 

(4) I like it because we will know and understand how to speak and apologize. We will 

learn faster. YouTube will allow us to understand faster than sitting in traditional 

classes. 

(5) I become fond of it because learning from YouTube provides both visual and audio 

outputs of foreigners’ accents. Sometimes, there are Thai subtitles available to read. 

(6) I like it because YouTube plays a crucial role in helping us differentiate between 

request and apology. It enables us to enjoy along while listening to the voice of a native 

speaker. 

(7) I do not like it because I cannot understand some quick-spoken words. Sometimes, 

I feel lost, but the teacher helps explain the words I do not comprehend. 

(8) I like it because the request is essential for the hospitality industry. Using the 

language, listening, and comprehending its accent highly help understand and become 

acquainted with the accent. I also come to know how to offer a polite apology allowing 

me to get used to it, and learn apologies other than the word “sorry”. 

(9) I like it because it is an English listening practice in a way that boosts my 

remembrance yet practical in real life. 

(10) I prefer a gesture expression in speeches clearly enhancing the feelings, but I am 

still way behind thus finding it hard to understand. 

2. How do you think learning through traditional teaching and YouTube-

integrated teaching affects English learning on requests and apologies? 

(1) Traditional teaching may help when it comes to learning grammar, it is not practical 

due to the lack of examples. 
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(2) They are different. With visual illustration, the actor's reaction can make a situation 

predictable while traditional learning does the opposite. 

(3) They are different because YouTube-integrated teaching allows us to witness the 

use of English with a correct accent thus leading to better comprehension. Whereas 

traditional teaching mostly focuses on memorization. At times, this memory is 

weakening and difficult to understand. 

(4) Learning through YouTube is better, because we can learn better. Teaching through 

YouTube offers both visual and audio output allowing us to remember and learn better 

than traditional teaching. 

(5) The traditional teaching and teaching by YouTube are different in terms of 

language, accents, speeches, facial expressions, and gestures. It can be understood 

better when watching YouTube. 

(6) They are different because traditional teaching does not provide a complete picture. 

However, learning via YouTube presents the behaviors of the actors during a 

conversation with better understanding. 

 (7) They are different because teaching by YouTube will better comprehend requests 

and apologies. This is due to the visual presentation or assumption on YouTube. 

(8) They are slightly different because both learning methods differently compose 

advantages and disadvantages. 

(9) They are different. Teaching by YouTube reflects a real situation with a true 

expression of emotion when requests and apologies are made. 

(10) They are different because the theory-based teaching method does not help 

improve speaking skills. However, we can clearly see and remember if we learn from 

YouTube. Yet, understanding depends on individuals. 

3. What do you think the advantages of learning requests and apologies by 

YouTube? 

(1) It can help understand a situation better by experiencing both visual and audio 

output in every action, and it is applicable when encountering a real situation. 

(2) It helps understand better the use of language and its appropriateness when having 

a conversation with others. 

(3) 3.1 It helps us recognize the correct use of vocabulary. 

    3.2 It helps us understand the appropriateness of using sentences; which should 

be used or avoid. 
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    3.3 It helps us grasp communication better when simultaneously seeing the 

illustration. 

    3.4 A true accent allows us to speak eloquently. 

    3.5 YouTube offers many channels of choices to select, thus we can choose 

various options to listen to.  

(4)  4.1 It is practical and applicable in our daily life as well. 

    4.2 I come to know how to make requests and offer apologies. 

    4.3 YouTube motivates us with the courage to speak up. 

(5) It helps understand the accurate use of an accent in pronunciation. Sometimes, a 

word is similar yet different in usage in different levels; be it adults, children, or 

identical generation. 

(6) It is that we manage to learn new vocabularies or sentences other than what we 

have studied. Also, we come to know their context of how to properly speak in real 

situations. 

(7) Advantage: It is easy to understand the gestures conveyed upon watching and 

listening to the correct pronunciation. 

   Disadvantage: Native speakers utter fast and I cannot comprehend it. Also, I 

am not aware of the meaning of words. 

(8) It is utilized to learn and understand for future use together with a constant meeting 

with guests. 

(9) It facilitates memorizing more sentences, yet they are applicable in real life. 

(10) It can be applied in my job corresponding to the hospitality course of study, where 

frequent requests and apologies are made. In meantime, I learned how to use 

appropriate language in speaking to someone. 

4. What do you think the disadvantages of learning requests and apologies by 

YouTube? 

(1) 1.1 I feel lost after watching videos. 

     1.2 I cannot comprehend the language. 

(2) Some words cannot be interoperated as they are swiftly pronounced. 

(3) Native speakers speak extremely fast, thus making it impossible to listen. 



Universlti Utara Malaysia 

 

265 

 

(4) Sometimes, the utterance is swiftly made, and that is unable to listen to. However, 

it does not cause much harm. 

(5) I do not understand the context due to the accent used. 

(6) Sometimes, students may not be able to listen to words or sentences spoken. 

(7) Disadvantage: The speaking is fast. I do not understand words spoken, and I know 

nothing if I cannot catch what is spoken. 

(8) Although sentences can be practical, the sentence pattern still does not match what 

I have learned. However, the disadvantage is minimal. 

(9) 10.1 It is time-consuming multiple times in listening. 

    10.2 It cannot be displayed without the internet. 

(10) It takes time to listen and understand the accent of the speakers in a video. Without 

subtitles, it is difficult to understand leading to inaccurate translation and incomplete 

listening of some sentences. 

5. What is your opinion on the classroom activity of learning by YouTube? 

(1) I think it will produce a good outcome because it makes classroom learning fun 

and allows students to remember better than learning through books. 

(2) It is good because it makes the subject more understandable with illustrations. 

(3) It is a good initiative because traditional learning can be boring and does not reflect 

on a real context. Upon integrating YouTube in teaching, I can understand better and 

feel more enjoyable with learning. 

(4) It is great! The students will learn the meaning and sustain the courage to speak. 

(5) It is a good project motivating the students to learn more. 

(6) I think that learning by YouTube is a good initiative because it facilitates in better 

understanding of words or sentences. 

(7) I think it is good, because the teacher puts extra effort into explaining the YouTube 

videos I watched, and that enables for easier understanding. 

(8) It stimulates a new dimension of teaching, and that creates holistic learning; easy 

to access and easy to use. 

(9) It is a new activity, yet it helps learn the subject better than before. 
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(10) It is not intriguing, because the students still have difficulty understanding. The 

contents are seen as extremely succinct to cover while basic knowledge is still lacking. 

6. How do you think YouTube as a medium of teaching affects your ability to use 

English in your hospitality business? 

(1) It has an impact because the media on YouTube provides conversations in different 

situations, and that matters when working in this industry; one must make a face-to-

face conversation with guests one-on-one. 

(2) It affects the use of language accents and appropriate vocabularies and sentences. 

(3) It affects indeed because both real and simulated situations at a hotel are presented 

through media on YouTube. Communication between guests and staff allows us to 

understand the accurate use of words, enabling a real situation application. 

(4) It has an impact, because we can remember the events of conversations on 

YouTube, and they can be adapted into the work of the hospitality business. 

(5) I come to know better about communication with foreigners and listening to their 

accents. 

(6) It affects the ability because the media and audio from YouTube reflect as if one is 

truly working in the hospitality business. In fact, many vocabularies are learned and 

practical for the business. 

(7) It has an impact, because guests at a hotel speak fast, thus requiring us to practice 

the language from YouTube. 

(8) It is a good learning material offering many new perspectives and enabling for 

practices at any time. 

(9) It allows me to somehow communicate with guests. Although sentences are seen 

as irrelevant to the course of study, they can still be applied at work. 

(10) It does affect because frequent use of language with foreigners is often seen in 

this hospitality business. In fact, it must be heavily used in this profession. 
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APPENDIX T 

 

DCT PILOT STUDY 

Pilot Pre-test Pilot Post-test 

Situation 1  

(A1) Could you fill your name in the 

registration card?  

 

 

(A2) Sorry sor, Could you filling in some  

information required in the registration 

please? 

 

 

(A3) Excuse me, Could you fill some 

information in the registration card please? 

 

(A4) Would you fill in the registration 

card? 

 

 

(A5) Please enter your personal 

information 

 

 

(A6) Excuse me, about you information?  

 

Situation 1 

(A1) Excuse me, Could you write your 

name, your ID number and your phone 

number in the registration? 

 

(A2) Excuse me sir, the guest for filling in 

some information required in the 

registration card, please? 

 

(A3) Excuse me, Could you fill in some 

information card making the registration 

card? 

 

(A4) on filling in some information requied 

in the registration card plese? 

 

(A5) Please, filling some information 

required in the registration card? 

 

(A6) I'm sorry, I was wondering if you 

could give me some information please 
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(A7) Excuse me, could you fill some 

information in the registration card,please 

 

(A8) Excuse me, could you fill in the 

registration card please 

 

(A9) Excuse me, could you fill some 

information in the registration card please? 

 

(A10) Excuse me madam could you give us 

the information in registration gard. we 

need them to prepare the hotel room for 

you. 

 

(A11) Excuse me sir/ madam Could you fill 

in some information required in the 

registration card, please?  

 

(A12) Could you fill the information in the 

registration card, please? 

 

(A13) Sorry sir/madam, Could you fill your 

information in the registration card? 

(A14) Excuse me, Could you please fill 

some information in the registration card. 

 

(A7) Excuse me, Could you fill in some 

information, please 

 

(A8) Could you please fill in this 

registration form? 

 

(A9) Excuse me, could you fill the 

information in the registration card?  

 

(A10) Excuse me sir, Could you please fill 

your information in registration card. We 

need to know it. Thank you  

 

(A11) Excuse me sir/ madam Could you 

filling in information required in the 

registration card? 

 

(A12) Can you fill the information in the 

registration card, please? 

 

 

(A13) Could you fill your information in 

the registration? 

(A14) Excuse me, can you fill in some 

information required in the registration 

card, please? 
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(A15) Excuse me, Could you check and 

filling in some information in at reservation 

counter please 

 

(A16) Sorry sir, Please the guest for filling 

in some information required in registration 

card. 

 

(A17) Excuse me, Could you fill in the 

registration card please  

 

(A18) Excuse me sir/ madam Could you 

filling some information in the registration 

card, please? 

 

 

(A19) May I have your information, 

please? 

 

 

(A20) May I have you fill in registration 

card, please? 

 

 

(A15) Excuse me, Could you filling some 

information in the registration card? 

 

 

(A16) Excuse me, please you filling in 

some information required in the 

reqistration. 

 

(A17) Excuse me, can you fill some 

information in register card please 

 

(A18) Excuse me. Could you fill out the 

registration card, please?  

Excuse me sir/ madam. Could you fill out 

the registration card, please? 

 

(A19) Could you fill out the registration 

form, please? 

 

(A20) Excuse me madam/sir. Would you 

like the registration card for me, please? 
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Situation 6 

 

(A1) I'm apologize sir/madam, I will tell 

the chef do it for you quickly. 

 

 

(A2)-- 

 

 

(A3) we are sorry for latting. I hope you 

enjoy your meal.  

 

 

(A4) Sorry for long waiting, We will 

 

(A5) I'm sorry too madam. I forgot spoon 

for this meal so I serve food delayed 

  

(A6) –  

 

 

(A7) We're terribly apology, sir. Can I offer 

you about some drink for mistake. 

 

 

 

Situation 6 

 

(A1) Please accept my apologies for your 

inconvenience. I will call the room service, 

please can you tell me what is your order? 

 

(A2) I'm sorry sir, the guest wait a moment, 

please the hotel ask room service. 

 

(A3) we are apologize for latting. We will 

serve food in 5 minutes. Would you want 

anything else? 

 

(A4) Sorry, We will pay this meal for you. 

 

(A5) Sorry for make you waiting food for 

one and half hour, madam. 

 

(A6) I'm very sorry, but I need waiting just 

a minute please, I will tell the food in the 

kitchen. 

 

 

(A7) Excuse me. We're really apologize for 

waiting. We'll offer you about discount 

10% for this meal. 
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(A8) I'm sorry sir. Can I offer you about 

some drink for my mistake. 

 

(A9) I'm so sorry, for the delay of room 

service. 

 

(A10) I'm so sorry, madam, we are 

preparing your ordered. Please wait a 

minuit. 

 

 

 

(A11) we are sorry sir for you have been 

waiting for a long time 

 

(A12) I'm too sorry for keep you waiting 

for a long time. We will serve a room 

service right now. 

 

(A13) I'm sorry for about this we will serve 

a room service to you soon. 

 

 

(A14) We're terribly sorry about the delay 

of hotel room service. 

 

 

(A8) We're terrible sorry madam/sir. I will 

add the menu for you sorry for my problem. 

 

(A9) I'm really sorry. I will manage now. 

 

(A10) I'm so sorry madam for the mistake 

of my hotel, It have something wrong in the 

ordered so we changing for you. Please wait 

a minute madam. We will order for it. 

 

(A11) I'm apologize, Would you waiting 

hotel room service a few minute? 

 

(A12) I apologise you to make you waiting 

for a long time. 

 

 

(A13) Sorry sir, I wonder if you wait for a 

room service. 

 

 

(A14) We are terribly sorry for the delay of 

hotel room service. We are managing for 

you as soon as possible. 

 

(A15) Apologize madam, The reception 

will check with room service and after that 
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(A15) Apologize sir, We sorry waiting for 

one and half hour 

 

 

(A16) we are so sorry sir, 

 

 

(A17) I'm so sorry. You can take a seat I 

will serve you some welcome drink. 

 

 

(A18) We are terrible sorry madam for the 

delay of that hotel room service. 

 

(A19) I'm sorry sir, เรามีขอ้ผดิพลาดนิดหน่อย กรุณารอ

อีกสักครู่นะคะ 

 

(A20) I'm sorry waiting to you. 

 

 

 

 

room service will sent food for you, pls wait 

mintes 

 

(A16) I'm very sorry. I will order a room 

service now. Please waiting just a moment. 

 

(A17) I'm so sorry about some mistake but 

now in room service very busy with ture 

from China. I will check for you now. 

 

(A18) Oh dear! please accept my sincere 

apologies for delay of the hotel room 

service. 

 

(A19) I'm so sorry. please wait a minute. I 

check that for you. 

 

 

(A20) I'm really so sorry. We are 

responsible for mistake to us. Do you 

accept my apology for waiting. I will give 

discount for you. 
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