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The purposes of this research are as follows: (1) to understand the office work context of
academic support staff to set a format and a test specification of English communicative competence test for
office work; (2) to construct and evaluate the effectiveness of English communicative competence test for
office work; and (3) to study the level of English communicative competence for office work of academic
support staff. The participants were 65 academic support staff. The research instrument included an English
communicative competence test for office work among academic support staff. The results of this research
revealed the following: (1) the work context of academic support staff is composed of managing a meeting
appointment, mobile coordination, sending and receiving emails, report preparation, collaboration across
departments, and service for foreign staff members; (2) the I0C of English communicative competence test
for office work of academic support staff IOC was between 0.60-1.00, the item difficulty power was between
0.52-0.95, the discrimination power (r) was between 0.11-0.70, there was good inter-rater reliability, as
demonstrated by the Fleiss’ kappa statistic (Kf = 0.734) and the reliability level and Cronbach's alpha
coefficient was 0.97; and (3) the level of English communicative competence for office work of academic
support staff, the average score is 62.13 (the score range between 60-79), which means that academic
support staff at Rajabhat Universities in Southern Thailand have a medium level of English communicative
competence for office work. The scores were examined by categorizing the academic support staff into three
groups, based on job description. The groups are as follows: Group A, B and C. Their reading and writing,
listening and speaking, reading and speaking skill were at a medium level of English communicative
competence for office work. Their listening, reading and writing skills and development level of English

communicative competence for office work.

Keyword : English communicative competence, Office work, Academic support staff, Office work context
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1. When stopped by the police, how is the motorist advised to
behave?

a. He should say nothing until he has seen his lawyer.

b. He should give only what additional information the law requires.

c. He should say only what the law requires.
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d. He should in no circumstances say anything.
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It was a perfect day. The sun in a clear blue sky and Diana
felt that all was with the world. It wasn't just the weather that made her feel this way.
It was also the fact that her husband had agreed to a divorce. More than that, he

had agreed to let her keep the house and to pay her a small fortune every month.
Life better.
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It was a perfect day. The sun shone in a clear blue sky and Diana
felt that all was right with the world. It wasn't just the weather that made her feel this way.
It was also the fact that her husband had finally agreed to a divorce. More than that, he
had agreed to let her keep the house and to pay her a small fortune every month. Life
couldn't be better.
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1. What was most disturbing that for the first time in his

life Henry was on his own. [was]
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2. The council must do something to improve  transport in  the
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A5 (RUUMBIDING )

INTERVIEW FORM

TOPIC: A consuming of an English communicative competence for office work of academic

support staff at Rajabhat University in Southern Thailand

INTERVIEWER: Ms. Saranya Kidtisitto, Master Student, Educational Measurement

Evaluation and Research, Faculty of Education Srinakharinwirot University

ADDRESS/TIME/DATE: Nakhon Si Thammarat Rajabhat University

PURPOSE: To understand the work context of academic support staff at Rajabhat University

in Southern Thailand.

DESCRIPTION: This is an in-depth interview that inquire the information and opinions
between the researcher and the target group. Interviewees are free to express their

opinions. There is a permission to record and take notes about this conversation.

In this regard, | would like to ask your assistance for this interview. This will be
useful for the construction of an English communicative competence test for office work of

academic support staff.  Your answers are confidential. Information collected from

respondents is kept strictly confidential. Therefore, | would like to convey my sincere

gratitude for this opportunity.

Ms. Saranya Kidtisitto

Master Student

Educational Measurement Evaluation and Research
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English communicative competence test
for office work of academic support staff

30 Marks

1. Read the email below, and then writing the answer.

E New Message T ¢

To: The Faculty of Engineering

Cc . Complaint regarding poor service

from : stella.y@rpn.ac.th Bee

Dear the Faculty of Engineering

Last Friday, | inquired about register for classes in the Faculty of
Engineering but the staff couldn't answer my question. Then she kept me waiting
there for more than an hour and | didn't get a clear answer. How do you fix this

problem?

Yours sincerely,

Stella Yang
L gel|y

B9 Please reply to this email. _ /X%

To :

Cc .

From :

M7 B
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2. Listen the conversations, and then respond the question with speaking.

Conversation A

You: Good morning. May | help you?

Student: Could | meet Asst. Prof. Pemika, please.

You: I’'m afraid Asst. Prof. Pemika is not here today.

Student: But | have an appointment with her about the essay
assignment. What should | do?

"l

There’s a student who has an appointment with Asst. Prof. Pemika for consulting

about the essay assignment, but she’s not free today. You are a supporting staff
of the Faculty of Education.
What would you do?

3. Look at the picture, and then respond the question with speaking.

Telephone Manners in the office

A

Look at the pictures above, which shows a good telephone manner?

Please give some evidence.
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4. Read and Watch the video, and then writing the answer.
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“They’re just use English for the sake of the requirement. It needed after that
they willingness to use English.
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UYAAMNITFNTIF AU 1 (2565, 25 Banan:Aun1En)

“So, sometimes we need to ask the help from the support staff in the language
center to contact the support staff from other faculty for us. If we have a direct contact
to the other staff. Still, there is the language barrier sometimes is a problem because
as a foreign language lecturer.
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YAAINIANLAULAUUITINAG (2565, 30 fuene:dun1eal)

“In English communication. For example, we are in the seminar for English. So,
speaker is English because it's English seminar everybody tries to speak English. After
the seminar finished, there’s no more English.
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YAAINITNF NG AUT 1 (2565, 25 BIMAN-ANNT10)

“I don't have much communication with the people from other faculty. So, there
is a mediator, which is the head of my department. The staff from other faculty send
the papers or the abstract to my department and then the head of the department
would give it to me to check.
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“I think just no one is practically use of English then they have low willingness
to use the language.
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LAANITIIFAINTIR AUP 1 (2565, 25 RerrAn:AunIwnl)

“For the for the support staff from different faculty. Actually, | don't have direct
communication with them as well because we always ask the support staff in my
department in the language center to communicate with the support staff from other
faculty.
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YARNIAEAULARLUITINT (2565, 30 Auenew:dunTmd)

“For the support staff, there’s a lot of programs are even free. But they are not
willing to join. Nobody is registering that is free. They just have to come. The book is

free. Everything is free. But no, they are not.
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YAAINTTIIFNTNR AU 1 (2565, 25 RINNAN:ANAHE)

“Language barrier is the is what do you call it, language barrier is the main
problem. It's not that the staff causes, but it's you know the ability to speak English like
their confidence, their proficiency. Thai people are always conscious in their grammar.
That's why they are afraid to talk.
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“Of course, some of them can talk with me but some of them not willingness to
talk with me because English is not fun to their daily lives. For example, your
department is in English, so it's related to you.
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“The staff in other faculty, some of them can talk to me just like one is to five
because my department is the language center. So, all the staff in my department,
they can talk to me and the other foreign lecturer in English.
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“In Language Center, | give them 5 out of 5 because I'm working in the
language center, so everybody speaks English. In the other faculty. | give them 2 or
3. They’re not speak English with me. But if I'm around, they tried to speak in English.
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“In my department, the support staffs are good in English. | give them 4
because it's easy to speak with them. Academic support staff. | give them like 2 or 3
because there are 5 staff. There is only one who is able to speak English well.
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“I don’t want to expect much but 4 is quite good right because | want them to
directly speak with me just like not to depend on others who can speak English well.
Just talk to me, don't afraid. And come join us to our program that I've mentioned a

while back. And to practice their skill.
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LAANITIIANTIR AUP 1 (2565, 25 RerAn:duniwnl)

“l think the university should continue and plan to have a good structure of
English. | think the support staff will really have a very good chance to improve their

English skill. At least 3 level of English skill is okay. It's better than none.
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INTERVIEW FORM

TOPIC: A consuming of an English communicative competence for office work of academic

support staff at Rajabhat University in Southern Thailand

INTERVIEWER: Ms. Saranya Kidtisitto, Master Student, Educational Measurement Evaluation

and Research, Faculty of Education Srinakharinwirot University
ADDRESS/TIME/DATE: Nakhon Si Thammarat Rajabhat University

PURPOSE: To understand the work context of academic support staff at Rajabhat

University in Southern Thailand.

DESCRIPTION: This is an in-depth interview that inquire the information and opinions
between the researcher and the target group. Interviewees are free to express their

opinions. There is a permission to record and take notes about this conversation.

In this regard, | would like to ask your assistance for this interview. This will be
useful for the construction of an English communicative competence test for office work of

academic support staff. Your answers are confidential. Information collected from

respondents is kept strictly confidential. Therefore, | would like to convey my sincere

gratitude for this opportunity.

Ms. Saranya Kidtisitto
Master Student

Educational Measurement Evaluation and Research
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Explanation This interview form is divided into two parts:
Part 1 Basic information of the interviewee
1) Introduction and Clarifying the purpose
2) Interview the interviewee's basic information
Part 2 Interview questions about the work context of academic support staff
Part 1 Basic information of the interviewee

Explanation Please put a tick v in the box |:| to answer your choice

1. Gender |:| 1) Male |:| 2) Female

2. Age [ ]1) under 30 [ 12)30-39 [ ]2 a0-a9
|:| 4) 50 or more

3. Education |:|1) Undergraduate |:| 2) Bachelor’s degree
|:| 3) Master’s degree |:| 4) Doctor’s degree

4. Work experience

[ ]1) under1 [[]215
|:| 3) 6-10 |:| 4) 11 or more

5. Job position
|:| 1) Academic Supervisor |:| 2) Professor

I:‘ 3) Academic Support Staff |:| 4) Others (please specify) ...........
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Part 2 Interview questions about the work context of academic support staff a

1) What is the description of work assignments that concern about the English for

communication?

2) What are the common problems of consuming the English communication
between the faculties, the division of student development and the institute of research

and development?

3) What is the problem of consuming the English communication with the student

and the academic support staff?

4) When you communicate with the student or the academic support staff. Are

there any problems that caused by them?

5) Would you assess your ability to communicate with academic support staff that

how much they can understand you. Could you please clarify why this is?

6) Please assess your ability and your expectation of English for communication.

All the questions as shown below.

6.1 Please assess the level of your current ability to communicate with academic

support staff.
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6.2 How much are you expecting in communications with academic support staff
in the near future? And what inspires you to consume an English to communicate more

with academic support staff?
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English communicative competence test
for office work of academic support staff

30 Marks
A. Read the email below, and then writing the answer.
1. B New Message _ S
o: The Faculty of Engineering
<. Complaint regarding poor service
Bec

From

. stella.y@rpn.ac.th

Dear the Faculty of Engineering
Last Friday, I inquired about register for classes in the Faculty of Engineering but
the staff couldn't answer my question. Then she kept me waiting there for more than an

hour and | didn't get a clear answer. How do you fix this problem?

Yours sincerely,

Stella Yang

PR B
Bd 1 Please reply to this email. - %
To :

Cc

From Bec



mailto:stella.y@rpn.ac.th
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B New Message — X

o The Faculty of Education, RPN University

<. Enquiry

Frem: mcclaire_queen@rpn.ac.th B

Dear the Faculty of Education,

I should be grateful if you would send me information about the regulations for
admission to RPN University and the payment of register for classes in this university. Could you

also tell me whether the university arranges accommodation for students?

Yours sincerely,

Claire McQueen

PN B

B9 2 Please reply to this email. - X
To :
Ce:

From : Bec

PRI ZRN R

B<) New Message _ X

o RPN University

<. Educational research course

from - kimmichael@ssuni.ac.th Bec

Dear Ms. Supa

Your university was recommended by an educational associate. | would be grateful if you
could help me. My university is interested in developing some of its staff’s educational research
skills. Please advise if you could design a 1-week course specific to our needs, the cost and the

number of hours tuition you would provide per week. Thank you for your help.

Best regards,

PARAZES B


mailto:kimmichael@ssuni.ac.th
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B9 3 please reply to this email. — %
Cc

From B

[ send | ¥ Q=0 | -

B. Listen the conversations, and then respond the question with

speaking.

Conversation &

You: Good morning. May | help you?

Student: Could | meet Asst. Prof. Pemika, please.

You: I’m afraid Asst. Prof. Pemika is not here today.
Student: But | have an appointment with her about the essay

assigcnment. What should | do?

4. There’s a student who has an appointment with Asst. Prof. Pemika for consulting
about the essay assignment, but she’s not free today. You are a supporting staff of the
Faculty of Education.
What would you do?
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Conversation -
Your director:  There is a new employee in our Graduate School.

Her name is Kim.

You: Welcome to our office and I'm glad to meet you,
Kim.
Kim: I'm glad to meet you too.

Your director:  Could you help Kim learn about the basics of the

system, please?

5. There is a new employee in the Graduate School. Rada, your director, assigned you to
help Kim learn the system. Although you believe this system is very intuitive but Kim
seems to be having a lot of difficulty following your instruction.

What would you do?

Conversation -
Prof.: Hello, I'd be grateful if you could help me. I'd like to inquire
about the conference on May. Could you tell me about
the information?
You:  Of course, which information would you like to inquire about?
Prof.:  I’d like to know where is this conference hold? When will

this conference begins? Thank you.
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6. The foreign professor would like to inquire about the conference information.

How would you answer this question?

Conversation &

You:  Hello! This is graduate school, Mali is speaking. How could
| help you?

Her: Yesterday, | came to the graduate school, but the staff
treated me badly and he kept me waiting for a long time.

You: Isincerely apologize for any inconvenience this may have
caused you. May | ask you a question? What time did you
come to the graduate school?

Her: | went to the graduate school around 2 p.m. | would like to

know how are you going to deal with this problem.
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7. There is a new foreign professor complain about performance of a staff.

How will you resolve and deal with this problem?

Conversation A/'

Staff: Hello, Is that RPN graduate school?

You: Yes, this is the RPN graduate school. Is there anything
I can help you with?

Staff: I'd like to exchange the information about the conference
between SS University and RPN University. Are you

available to talk right now?

8. There's a staff from SS university that would like to exchange information about the
conference. But you're a new employee in the graduate school and you don't know all
the details.

How would you answer this question?

C. Look at the picture, and then respond the question with speaking.

Telephone Manners in the office
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9. Look at the pictures above, which shows a good telephone manner?

Please give some evidence.

10. Look at the picture above, which one shows a good or bad workplace behavior?

Please give some evidence and describe.

Teamwork in the office
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11. Look at the pictures above, which one shows a good teamwork in the office?

Please give some evidence.

12. Look at the pictures above, which one shows an appropriate or inappropriate service

behavior? Please give some evidence and describe.

D. Complete these suggestions with Do or Don’t.

13.  sound positive every time.

14.  take responsibility and solve the problem in the office.
15.  give your name or the office’s name with friendly voice.
16.  sound bored while working in the office.

17.  be moody.

18. give the impression that you know don't even know about your

office.

19. speak clearly and easily understood.



201

20. sound kind and helpful.
21. keep professor, student and other staff waiting for a long time.
22. apologize immediately.

E. Choose the correct answer

23. When you tell someone “keep me in the loop” it means:

Answer:

® “Keep away from me and do not contact me”
® “Please tell me about any updates on this work”

® “| want to know all the details”

24. Blue sky thinking is:

Answer:

® when you brainstorm with no limits
® when you discuss the idea about the skyscraper

® when you are truly straightforward with your colleagues

25. “Can | borrow you for a sec” it means:

Answer:

® Do you have time after finished the work?
® Can you give me some money?

® Can | talk to you privately for a short time?

26. “Think outside” the box means that:

Answer:

® you don’t include your leader opinion in brainstorming
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® you brainstorm ideas outside the office

® you brainstorm ideas in a creative and unconventional way

27. When you say “I want to pick your brain about this” you:

Answer:

® want to know how smart a person is
® ask your colleagues to take a test

® ask a more informed person for an opinion

F. Read and Watch the video, and then writing the answer.

28. What is the best title for this video?
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29. What is this video talking about?
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48R UAABUATAINN : The Faculty of Engineering
Complaint regarding poor

asaulrentsifounay |

BHHMUIEAN Dear the Facul

Engineering
Last Friday, | inguired about register for classes in the Faculty o
Engineenng but the staff couldn't answer my question. Then dhe kept me
waiting there for maore than an hour and | didn't get a clear answer. How da
you fix this prablerm?

(1) Please reply to this email with your description.
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. The Faculty of Education, RPN
+ Enquiry

cl.

should be grate! rmation about

the regulations for admi

N Univessity and the payment of

classes in this university. Could you also tell me whether the

tion for students?

erd L2 d=l| v

(2) Please reply to this email with your description.

38 ulemudAgyes
18R UALABUAIENNTIN
s wlremsifounay

sthamuzay

: RPN University

Educational research course

Dear Ms. S

Your university was recommended by an education

could help me. My university

x gl w

(3) Please reply to this email with your description.

MTARBUATITIT NN T
LAELAMIATIINA MR
- ~ - - v
L g UL 27 Wase e

LWLIEal

Conwversation *

You: Good maoming. May | help you?

Student: Could | meet Asst. Prof. Pemika, please.

You: I'm afraid Asst. Prof. Pemika isn't here today.
Student: But | have an appointment with her about the essay

assignment. What should | do?

(4) There is a student who has an appointment with Asst. Prof.
Pemika for consulting about the essay assignment, but she's
not free today. You are a supporting staff of the Faculty of

Education. What would you do?

MIARDUATIITINN TR
LAsWARIATIINA ALTY
- . - - '
L B uLT aav Wase 19

LMLIEAl

Conversation *

Your director:  There is a new employee in our Graduate Schoal.
Her name is Kim.

You: Welcome to our office and Im glad to meet you, Kim.

Kirmn: I'm glad to meet you too.

Your director: Could you help Kim learm about the basics of the

system, please?

(5) There is a new employee in the Graduate School. Rada, your
director, assigned you to help Kim learn the systern. Although
you believe this system is very intuitive but Kim seems to be
having a lot of difficulty fellowing your instruction. What would

you dao?
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Conversation %

Prof.: Hello, I'd be grateful if you could help me. I'd like to  inguire
about the corference on May. Could you tell me about the
information?

You: Of course, which infarmation would you like to inquire about?

Prof.:

I"d like to know where is this conference hold? When will

this conference begins? Thank yow

(6) The foreign professor would like to inquire about the

conference information. How would you answer this question?

MTARDUATITITIAN T
LAELARIATINA AT
- u - - I
LA BafuLs eavi Waaw

LAUEa

Conversation *

Staff: Hello, Is that RPN graduate schoaol?

Yol ‘Yes, this is the RPN graduate school. Is there amything |
can help you with?

Staff: d like to exchange the information about the conference

between 55 University and RPM  University. Are you

available to talk right now?
(7) There is a staff from S5 university that would like to
exchange information about the conference. But you are a new
employee in the graduate school and you don't know all the

details. How would you answer this question?

MIPARDUATININAITR
LAELARIAITNA ALTY
- ~ - - .
LA B2AULT 2av Wy e

A

(

performance of a staff. How will you resolve and deal with this
problem?

Conversation A

You: Hello! This is graduate schoot, Mali is speaking. How could | help you?

Her:

rday, | came to the graduate school, but the staff treated me
badly and he kept me waiting for a long time

You: | sincerely apol

r any inconvenience this ma:

y have caused

you. May | ask you a question? What time did you come to the

graduate sche

Her: | went to the er.

uate school around 2 pm. | v

uld like to know

how are yo

3ing to deal with this problem.

8) There is a new foreign professor complain about

ATNARBUAININIINATT

v
a

2IUNTOA UATUARIATIIY

v

AnviulApaiuieaionu

Wisgatnumnza

m;

(9) Look at the pictures above, which shows a good telephone

ere < > C

A Telephone Manners in the offi &P

anner? Please give some evidence. (#11ou g B)
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Aniulipaiuiswionu

wigatmny

®s® < 5> C aThe behavior in the workplace iy

(10) Look at the picture above, which one shows a good or bad
workplace behavior? Please give some evidence and describe.
(AmBU WOAinsTuTA A B uasvigiinssuitlid A A uas ©)

A1INARBUAININIINATT
27uNI DY UaTLARIA2IN
Aniulipaiuiaionu

Wisgatamnza

ere < > C

[
e}

» Teamwork in the office

(11) Look at the pictures above, which one shows a good
teamwork in the office? Please give some evidence. (A1nau Ao

B)

MIMARBUATIATNTINATT
g71un3 R uALLARIAIIY
- - v o o

Anuiuigaduiiesienu

Wisgatmza

®se < > © 3Service behavior in the office &P

®

(12)

appropriate or inappropriate service behavior? Please give some

Look at the pictures above, which one shows an

evidence and describe. (A1MaU WA nTIud IMu1zan A A uas

wnAnssuilslinuazay As 8)

38 ulaaudAges
48R UaLADUAINTNTIN
aseulrenisifounay

atamuzau

(13) Complete these suggestions with Do or Don't.

131 sound positive. (A1ABY A9 Do)
132 keep a caller waiting. (A1mau e Don't)
133 give your name or the name of the office in friendly

voice. (AABY A Do)

134 sound bored. (Amau Aa Don't)

135 get imitated. (AMABu A Don't)




arTuAniuveidrn

Atin wuunARBY doiausuuz
+1 0 -1
136 give the impression you know very little about your
office. (AU Az Don't)
13.7 speak clearly. (Amau Aa Do)
138 sound helpful. (A1Aau A8 Do)
139 take responsibility: either solve the caller’s problem
or promise to take some appropriate action. (Amzu Aa Do)
10. apologize immediately if an apology is needed.
(Amau Aa Do)
ais1ulaarudrAtyeea | (14) Choose the correct answer
48R uasABUATRINAIN
. - 1 NRer Wl somecns “keen \ the loan” sans:
ﬂTJB"IJTFEJﬂ'I’aL‘EIFJ'UFBU 14.1 When tell someone “keep r in the loop” it means:
. Answer:
DETVLTERN
Ll » away from mel”
* “Please tell me about any updates on this case” (ﬁwauﬁqniad)
* “lwant to know details”
14.2 Blue sky thinking is:
Answer:
* when you brainstorm with no limits (ﬁ1ﬂauﬁﬂﬂiﬂd]
* when you discuss the idea in a skyser,
* when you are truly frank with you your boss and colleagues
14.3 “Can | borrow you for a sec” it means:
Answer:
* Do you have time?
® Can you give me some money?
* Can | talk to you privately for a short time? [ﬁnauﬁqnﬁ'ﬂi]
4 “Think outside” the box means that:
Answer:
* o opinian in brainstorming
* vou brainstorm ideas outside the office
* vou brainstorm ideas in a creative and u rventional way [ﬁwauﬁ
néiea)
14.5 When you say "l want to pick your brain about this”
Answer:
* want to know how smart a person is
® ask a person to take a test
* ask a more informed person for an opinion [!T'mauﬁqnﬁm]
asdulanudiAyainda | (15) Please Watch the Video and Answer the Questions
e uasasudoulag
ArdruRBUDEMINEAY
15.1 What is the best title for this video?
15.2 Could you please describe what is the main idea of this
video?
A
(

3 o
[ it o]

214
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The assessment form of the English communicative competence test for office work of academic support staff
at Rajabhat University in Southern Thailand

Explanation

This instrument validation form is created for an expert to validate the English communicative competence test for office work
of academic support staff at Nakhon Si Thammarat Rajabhat University. And, to make a recommendation for adjusting this test before
collecting the information with academic support staff. Therefore, please tick the check-mark * ¥ in the box of an expert opinion
and make a recommendation to adjust and optimize the text.
Objecti

1. Reading comprehension and respond the question with writing appropriately.

2. Respond the question with speaking and expressing your appropriate opinion from listening the conversation.

3. Respond the question with speaking and expressing your appropriate opinion from reading or watching the picture.

4. Watching and listening comprehension and respond the question with writing appropriately.

. s
The index of Itern chjective congruence between the test and the test’s objective. Then, bringing the result of expert opinicn

to compute the content validity that compute from the agreement between the main point and the guestion. Then, the expert will

assess all the question below with three level point.

+1 means Agree or sure that the question in the test is suitability.
0 means Unsure that the question in the test is suitability.
-1 means Disagree or sure that the question in the test is not suitability.
Expert opinion
Objective Tests Recommendation
+1 0 -1
Reading comprehension B ewesy =
and respond the : The Faculty of Engineering

X . - Complaint regarding poor
question with writing

appropriately. Diear thie Faou
Last Fricay, | inguired about register for classes in the Faculty of

staff couldn't answer my guestion. Then she kept me

Engineerirg bu
waiting the

wau fix this

2
(i
-

4

L

(1) Please reply to this email with your description.
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Objective

Tests

Expert opinion

+1

o]

-1

Recommendation

Reading comprehension
and respond the
question with writing

appropriately.

: The Faculty of Education, RFN

Dear the Faculty of

would send me information about
1y

should be grateful if y

the regulations for admission to RPN Lin y and the payment of
registes for classes in this university. Could you also tell me whether the

university arranges accommodation for students?

Yours sincerely,

Claire MoQuean

E3 ¥

Reading comprehension
and respond the
question with writing

appropriately.

Your university was recommended by an educational

be grateful if vou could help

My university i

in

qing some of its staffs educational. research skills. Please advise if you

l-wieek course specific to our needs, the cost and the number

de per week Thank you for you

Bast regards,
Michael Kim

(3) Please reply to this email with wour description.

Respond the question
with speaking and
EXPIEssing your
appropriate opinion from
listening the

conversation.

Conversation é

You: Good moming. May | help you?
Student: Could | maet Asst. Prof. Pemika, please.
"m afraid Asst.

You: Prof. Pemnika isn't here today.

Student: But | have an appaintment with her about the assay

assignment. What should | do?
(4) There Is a student who has an appointment with Asst. Prof.
Pemika for consulting about the essay assignment, but she's
not free today. You are a supporting staff of the Faculty of

Education. What would you do?

Respond the question
with speaking and
EXPrEssing your
appropriate opinion from
listening the

conversation.

Cornversation A
Your director:  There is a new employes in our Graduate Schoal.
Her name is Kim.

You:

Welcome to our office and Im glad to meet yow, Kim.

Kirn: I'm glad to meet you too.
Your director:  Could you help Kim leam about the basics of the

system, please?

(5) There is a new employee in the Graduate School. Rada, your
director, assigned you to help Kim learn the system. Although
you believe this system Is very Intuitive but Kim seems to be
having a lot of difficulty fellowing your instruction. What would

you do?
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Objective

Tests

Expert opinion

+1

0

-1

Recommendation

Respond the question
with speaking and
eXpressing your
appropriate opinion from
listening the

conversation.

Conversation *

Prof.:

Hello, I'd be grateful if you could help me. I'd like to  inguire
about the conference on May. Could you tell me about the
information?
You: Of course, which infomation would you like to nguire about?
Prof.: 1"d like to know where is this conference hold? When will

this conference begins? Thamk you

(6) The foreign professor would lke to inquire about the

conference information. How would you answer this question?

Respond the guestion
with speaking and
EXpressing your
appropriate opinion from
listening the

conversation.

Cornversation %

Staff:  Hello, Is that RPM graduate school?

You Yes, this is the RPN graduate school. Is there anything |
can help you with?

Staff: d like to exchange the information about the conference

between 55 University and RPM  University. Are you

available to talk right now?

(7) There is a staff from S5 university that would like to
exchange information about the conference. But you are a new
employee in the graduate school and you don't know all the

detalls. How would you answer this question?

Respond the question
with speaking and
expressing your
appropriate opinion from
listening the

conversation.

Conversation A

You: Hello! This is graduate schoal, Mal

s speaking. How could | help you?

Her: Yesterday, | came to the graduate school, but the staff treated me
badly and he kept me waiting for a long time.

You: | sincerely apologize for any inconvenience this may have caused

you. May | ask you a question? What time did you come to the

Her: | went to the graduate s

around 2 pm. | va

how are you going to deal with this problem.

(8) There is a new foreign professor complain about
performance of a staff. How will you resolve and deal with this

problem?

Respond the question
with speaking and
expressing your
appropriate opinion from
reading or watching the

picture.

e.e ¢ >C

&
Gh

4 Telephone Manners in the office

(9) Look at the pictures above, which shows a good telephone

manner? Please give some evidence. (Answer is B)
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Objective

Tests

Expert opinion

+1

0

-1

Recommendation

Respond the question
with speaking and
expressing your
appropriate opinion from
reading or watching the

picture.

®s® < > C aThe behavior In the workplace &P

(10) Look at the picture above, which one shows a good or bad
workplace behavior? Please give some evidence and describe. (
Answer : Good behavior is B and Bad behavior is A and C)

Respond the question
with speaking and
expressing your
appropriate opinion from
reading or watching the

picture.

ese < > C aTeamwork in the office (L]

(11) Look at the pictures above, which one shows a good
teamwork in the office? Please give some evidence. (Answer is
B)

Respond the question
with speaking and
expressing your
appropriate opinion from
reading or watching the

picture.

e < > € aService behavior in the office &P

Ko Ha

(12) Look at the pictures above, which one shows an
appropriate or inappropriate service behavior? Please give some
evidence and describe. (Answer : Appropriate behavior is A and

Inappropriate behavior is B)

Reading comprehension
and respond the
question with writing

appropriately.

(13) Complete these suggestions with Do or Don't.

131 sound positive. (Answer is Do)
132 keep a caller waiting. (Answer is Don't)
133 give your name or the name of the office in friendly

voice. (Answer is Do)

134 sound bored. (Answer is Don't)

135 getirritated. (Answer is Don’t)
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Expert opinion

Objective Tests Recommendation
+1 0 -1
136 give the impression you know very Little about your
office. (Answer is Don't)
137 speak clearly. (Answer is Do)

138 sound helpful. (Answer is Do)

139 take responsibility: either solve the caller’s problem

or promise to take some appropriate action. (Answer is Do)

10. apologize immediately if an apology is needed.

(Answer is Do)

Reading comprehension
and respond the
question with writing

appropriately.

(14) Choose the correct answer

141 When you tell someone “keep me in the loop™ it means:

Answer:

away fram mel"”
* “Please tell me about any updates on this case” (Correct answer)

* “ want to know details”

14.3 “Can | borrow you for a sec” it means:

Answer:

* Do you have time?

* Can you give r

: SOMe money?

* Can ltalk to you privately for a short time? (Correct answer)

14.4 “Think outside” the bax means that:

Answer:

* vou don't include your bass opinion in brainstorming
* vou brainstorm ideas outside the office
* vou brainstorm ideas in a creative and unconventional way [ Comract

answer)

14.5 When you say 1 want to pick your brain about this” you:

Answer:

* want to know how smart a person i
* ack a person to take a test

* ask a more informed person for an opinion (Correct answer)

Watching and listening
comprehension and
respond the question
with writing

appropriately.

(15) Please Watch the Videc and Answer the Questions

15.1 What is the best title for this video?

15.2 Could you please describe what is the main idea of this

viden?
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