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ABSTRACT

This study aimed to explore the English languagedseof Passport Control and
Immigration Department employees at Erbil Interowaal Airport in the North of
Irag. The study adopted a mixed-method approachtsirdesign. A total of 85
employees were surveyed through a questionnaire lAn@mployees were also
interviewed. The survey consisted of three sectimarsely the extent of use of the
four main skills, level of difficulty experienced the four main skills, and the extent
the participants need to use each skill for speddsks. The data were analysed
through the SPSS program and statistical valuef sisc mean, frequency and
percentage were obtained. The findings of the stadgaled that the employees used
the two main skills of speaking and listening mdhnan the other two skills of
reading and writing. The participants of the stadiyo stated that they experienced
the most difficulty in speaking and writing skill&urther, the results obtained
through the interviews showed that the employees weell aware of the role of
English in their jobs and how they managed to dedh the difficulties they
experienced while communicating with foreign pagses and travellers. The study
concluded with some implications for other contestsl for the current and future

employees working at Erbil International Airport.

Keywords: Passport Control and Immigration (PCIl), Departmemiployees,

English language needs, Language skills, Englislspecific Purposes (ESP)



Oz

Bu calsma, Kuzey Irak Erbil Uluslararasi Havalimani PasapKontrol ile
Gocmenlik ve Vize Dairesi c¢ahnlarinin ingilizce dil ihtiyaclarini belirlemeyi
amaclamaktadir. Camanin yodntemi olarak karma yontem kullangtm Mevcut
calismada toplamda 85 c¢ghn ankete katilmgi olup, 11 cakanla da yuz ylze
gorisme yapilmgtir. Anket ¢ bolimden odmaktadir, bunlar; dort ana becerinin
kullanimi, dort ana beceride kdasilan zorluklarin derecesi, ve katilimcilarin bu
becerileri 6zel amaglar icin ne derecede kullanibilseklindedir. Veriler, SPSS
programi ile analiz edilngj ortalama, siklik, ve yuzdelik gibi istatistiksa¢gerler
elde edilmgtir. Calmanin bulgulari, ¢cajanlarin kongma ve dinleme becerilerini,
diger iki beceri olan okuma ve yazmadan daha fazldaRkdlklarini ortaya
koymuwstur. Arastirmaya katillanlar, en c¢cok kogma ve yazma becerilerinde
zorlandiklarini ifade etrglierdir. Ayrica, gorgme yoluyla elde edilen sonuclar
calisanlarin tumininingilizce'nin ¢alma hayatlarinda nasil bir etkiye sahip @du
konusunda bilin¢li olduklarini ve yabancilarla i¢egh kurarken kaplastiklan
zorluklarin Ustesinden nasil geldiklerini gostestmi Bu calsma su anda Erbil
Uluslararasi Havalimani ¢ginlari ve degelecekteki ¢gdnlari ile ilgili olarak ceitli

cikarimlarda bulunmytur.

Anahtar Kelimeler: Pasaport Kontrol ve Go¢menlik (PKG), Dairesi gablari,

Ingilizce dil ihtiyaclari, Dil becerileri, Ozel amlaga yonelikingilizce
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Chapter 1

INTRODUCTION

1.1 Background of the Study

As communication and relationships between natioaease the need for efficient
communication is also felt stronger than before. &Asesult, a large number of
economic and educational organizations, institgjocend agencies all around the
world have realized by now that their existencdapendent on the communication
with other agencies and organizations in other t@s In countries where trade and
business is free and transparent, private and guklttors have realized this need
and have taken the necessary actions to educatengmnolve the linguistic skills of

their citizens and their work force. Currently, lisly has become a global language
for communication and trade among nations and nath the upsurge in global

business, trade and education, its role has beemged from a means of

communication to a means of existence.

The role of English in Kurdistan Regional Governin@fRG) has changed from an
optional course at school to more of a necessityedtcational as well as
organizational sectors as the country is strivimgecome economically independent
and as a result tries to establish multiple tieth warious countries and nations. In
this regard, Erbil International airport is onetbé main entry gates for foreigners

and foreign passengers and consequently the engsd@med staff need to be able to



communicate efficiently and effectively if they pléo increase their financial profit

and asset as well as guarantee their effectivedperation and management.

Traditionally, the role of English in education hasen seen as either English for
general purposes or English for specific purpodtt®agh various definitions and

categories have been offered by scholars and ds@ar

In some cases, individuals who lack proficiencyBnglish are required by their
employers to receive English instruction to hantikeir specific careers. To fulfill
this need, new courses need to be designed awnductd which is what English for
specific purposes (ESP) idea is all about. Engfmh Specific Purposes has an
important role in the university syllabuses andicutum which needs to be adapted,
selected and evaluated based on various critec@ae of the selection criteria is
needs analysis, which as the name suggests, irvalsgessing and analysing the
needs of the students before designing ESP materiaich is as one of the most
important learner-cantered courses with its owncifpeaims and objectives

(Richards & Schmidt, 2010).

English for specific purposes is a learner-centexgoroach towards teaching as it
assesses the needs of the learners who intendartio flee English for their own
specific fields such as computer engineering, @wgineering, law, pharmacy, etc. It
iIs seen by some as learner-cantered approach thtighinson and Waters (1987)
believed that English is the language of commeraktachnology which implicitly
advertises a language that needs to be learnetltgrds; that is, today’s students

are involved one way or another in working with isas computer-mediated



programs which are all in English. Therefore, tpgseration of students knows that

English is an essential part of their school owvarsity programs.

English for specific purposes has been part ofstieool and university subjects
since 1960s and have always been designed bassddents’ needs and purposes.
As a result, as mentioned in the previous paragnagids analysis (NA) has always
been in the center of this endeavor. NA has haiaarole in the development and

training programs for students (Brown, 1995).

ESP also plays an important role in the lives efRassport Control and Immigration
and Visa Department employees at Erbil Internatidigoort in Kurdistan Regional
Government (KRG) in Iraq as it is establishing emoic and political ties with other
countries and nations in the region and in the avorhis usually requires graduates
in security forces and staff who can communicatiecaéiely and efficiently in
English, thus highlighting the importance of ESP ams important course in the
context under consideration. For Kurdish contelg tole of ESP is vital as the
majority of the universities in KRG do not offeryaBSP courses; therefore, the this

research aimed to address this gap.

Moreover, to the best of the researcher’s knowledgestudies have been conducted
on Passport Control and Immigration department eygas’ ESP needs analysis in
Kurdish context. Therefore, this study embarkedmwestigating the needs of ESP
for PCI staff who are officers and employees wogkin Passport Control and
Immigration and Visa Department sector at Erbileintitional Airport. Police
academies in KRG offer some general English cousséshey usually do not offer

any ESP courses to their cadets. This study aiméavestigate the benefits of ESP



and its implementation for the PCI staff in the teom under study. Furthermore, the
study also intended to analyse their needs in fled of study, by focusing on their

most immediate needs.
1.2 Purpose of the Study

The purpose of this study was to assess the laeguegds of Passport Control and
Immigration Department employees at Erbil Interoradl Airport and to identify
their main needs in their daily routine jobs inside airport. Thus the study aimed to
identify the needs of the participants. The maseasch questions are as follows:

1. To what extent dBassport Control and Immigration Departmemntployeeseed

to use English in their job areas?

2. What are the functional needs of English forRassport Control and Immigration
Department employees?

3. What are their general difficulties in using Esig?

4. What are Passport Control and Immigration Depant employees’ perceptions

of English language needs in their jobs?
1.3 Significance of the Study

The findings of this study can help the Erbil Imi@ional Airport to identify the

current and the future English needs of officerd amployees. Additionally, the
results of the study are expected to be used asdelme to improve or expand the
existing English courses for Passport Control amdmigration Department

employees Moreover, the study results can also benefit menagers and the
government authorities to educate their currenkvimrce and to plan for their future
work force needs by developing more effective Estgkourses for the participants

of the study and for the future staff to be emptbye



Furthermore, the findings can also benefit theatrpassengers and customers as
they can get quality services by having accessemple who can communicate

effectively and efficiently.
1.4 Definitions of Terms

To better clarify the key terms that appear in tthissis, the following key are
offered:

Erbil International Airport (EIA) used to be an airfield and military base until
1991 during Al-Ba’th regime; however, after thegireegime was overthrown, KRG
decided to establish a civil airport in an effaristart relations with other countries in
2003. In 2005, direct flights between KRG and Eemp countries started.
Nowadays, EIA is a leading airlines joining in theline industry in Irag. Having
flights to 24 cities in 15 countries through 23feliént airlines, both domestic and

international, and is hoping to expand to moreidagons.

Passport Control and Immigration (PCIl) employeesare the employees who work
in this sector at Erbil International Airport. Most these employees graduate of

police colleges.

ESP or English for Specific Purposess defined as teaching of English to students
with special goals and purposes (Robinson, 198®¢awhing of English for “clearly
utilitarian purposes” (Mackay & Mountford, 1978, 3), Hutchinson et al. (1987, p.
19) viewed ESP as “an approach to language teachimdnich all decisions as to
content and method are based on the learner’smeafsi@arning”. Streven (1988)
made a distinction between 4 absolute and 2 varigblracteristics of ESP as

follows:



I. Absolute characteristics:

ESP consists of English language teaching which is:

= designed to meet specified needs of the learner;

= related in content (i.e. in its themes and topitts)particular disciplines,
occupations and activities;

= centered on the language appropriate to those itagivin syntax, lexis,
discourse, semantics, etc., and analysis of tesodrse;

= in contrast with General English.

Il. Variable characteristics:
ESP may be, but not necessarily:
= restricted as to the language skills to be leafeegl reading only);

= not taught according to any pre-ordained methodo(pg.1-2).

Needs Analysis (NAYefers the method of data collection on the stuglereds and
wants while learning a disciplinary subject. Acaogdto Brown (1995), Needs
Analysis is:
The systematic collection and analysis of all scibje and objective
information necessary to define and validate defésgurriculum purpose that

satisfy the language learning requirements of stisdevithin the context of
particular institutions that influence the learnengd teaching situation. (p. 269)

1.5 Summary

In this chapter, the background to the study wasgmted and then the purpose of
the study and the significance of the study wengamed. Further, the terms were
defined. In chapter two, the relevant literaturdé lne reviewed. Moreover, in chapter

three the methodology will be presented. Chapter &so presents the findings of



the study. Finally, the conclusions and the maidifigs will be discussed in chapter

five.



Chapter 2

LITERATURE REVIEW

In this chapter, a review of related literature ambearch together with the
theoretical framework will be offered and presenfBde main issues discussed and
presented in this chapter are English for Spe&itiqpposes (ESP) and Needs Analysis

(NA) as well as the relevant literature from vasaontexts.
2.1 English for Specific Purposes (ESP)

English as a Language of Wider Communication (Jud81) has been used to ease
the communication between different people fromiotes linguistic backgrounds.
However, the main use of English in today’s worets been the use of English for
academic, scientific and commercial purposes wha$ been referred to as English
for Specific Purposes (ESP). Hutchinson and W41&87) offered three reasons for
the emergence of ESP, the increasing demand tospeeial needs, developments in
linguistics, and Educational Psychology. These discussed in length in the
following sections:

1. The increasing demand to meet special needs

In this regard, Hutchinson and Waters (1987) digtished two notable time periods
in the emergence of ESP; the first one was the after the cessation of Second
World War which led to the enormous advancementdawlopment in science and
economy and emergence of the United States as expgwper in the world. The
second period was the time when QOil Crisis toolkc@lan 1970s and the need for

energy to propel the industry resulted in huge stwent of capital and resources



into oil rich countries. As a result, the need é@mmunication and understanding
between nations came to the top of their agendaEaglish as an international
language received enormous recognition, acceptandepopularity in the world.

This in turn brought to the forefront the role @nguage education in offering
effective and efficient language instruction to tleeded work force. In this regard,
Hutchinson and Waters (1987) noted that Englishoidonger the property of one
nation and it is the wishes, needs and demandbeofts users that determine its

expansion, development and growth.

2. Developments in Linguistics

The growth and developments in the Linguistics amwhsequently Applied
Linguistics especially in focusing on other relatsgues other than the formal
features of language such as society and languesghighlighted the role of English
in the world. The increasing number of publicatiojmurnals, research articles,
conferences, symposiums and workshops all arouadnttrld all in all show the
significant role of English in the academia whishaiby-product of developments in
linguistics and how it views language not just asabstract system but as a dynamic
and vibrant system which finds meaning in real camization (Widdowson, 1978).
As a result, the English used in one field of stadge to be seen as possessing quite
different features than English of a different ¢oioe or field. For example, English
of business and English of mechatronic engineehniange a lot of different features
which usually manifest themselves when they aregded for specific groups of

students.



3. Educational psychology

The third reason for the emergence of ESP wasiskeof Educational Psychology
which emphasizes the role of the learners and fisichology in learning. That is,
by following a learner-centered approach to leagnilearners are considered as
whole-persons with different needs and desires lwhitdfluence their learning
motivation and consequently their rate of learron¢earning effectiveness.

Apart from the three aforementioned reasons foethergence of ESP, its definition
has not been so straightforward and various defirsthave been offered by various
scholars in the field. Swales (1984) viewed ESRragmerging development in the
field of English language teaching in the globaliagorld of business and trade
while Strevens (1988) saw it as a popular movertemards more specific areas of
language teaching. Robinson (1991) characterizéd érms of three components
namely education, training and practice which reg@round three main domains of
knowledge: language, pedagogy and the learnera’ @ranterest. Further, Strevens
distinguished between absolute and variable chenatits of ESP. The scholar
specified four absolute and two variable charasties of ESP which are discussed
below:

A. The absolute Characteristics of ESP

1. ESP is designed to gear to the special neeithe atudents.

2. ESP covers special contents in special fieldstafly or disciplines such as
engineering, economy, or business.

3. ESP makes use of appropriate graded linguistitenals such as grammar,
vocabulary and discourse.

4. ESP is in contrast with general English.

10



B. Variable Characteristics of ESP
1) ESP is not confined only to special languagbss&uch as reading or listening.
2) ESP is not bound to specific methodology althoug some instances

communicative methodology is preferred.

The previous characteristics of ESP were modifteddme extent by Dudley-Evans
and St. John (1998). The revised version is asvali

(A) Absolute Characteristics

1) ESP is defined to meet specific needs of thenéra

2) ESP makes use of the underlying methodology actilvities of the
discipline it serves;

3) ESP is centered on the language (grammar, lexig, register), skills,
discourse and genre appropriate to these activities

(B) Variable Characteristics

1) ESP may be related to or designed for specificiglines;

2) ESP may use, in specific teaching situatiordiffarent methodology from
that of general English;

3) ESP is likely to be designed for adult learneither at a tertiary level
institution or in a professional work situation. dould, however, be for
learners at secondary school level;

4) ESP is generally designed for intermediate ¥aaded students;

5) Most ESP courses assume some basic knowledipe ¢dnguage system,
but it can be used with beginners. (p. 5-8)

As this definition indicates, the two scholars atldeore variable characteristics to

the definition offered earlier by Strevens (1988).

Overall, ESP is an approach to teaching languagehwis tailored to the special
desires, motivation and needs of the students eahérs by focusing on a special

content or discipline-specific knowledge.

11



2.2 Classification of ESP

ESP was classified into three types by Carver (1988ch are discussed below.
2.2.1 English as a Restricted Language

As the name suggests, it is the type of English ihased by a limited number of
people in a special context such as English fortraiffic control or English for
waiters. It is referred to as restricted becausepgrson may only possess a limited
repertoire which can only be understood situatignai contextually (Mackay &
Mountford, 1978). It is worth noting that by possiag such a limited repertoire the
person might not be able to communicate adequaisdyeffectively in a different
situation outside the person’s profession or field.

2.2.2 English for Academic and Occupational Purpose

English for specific purposes is also sometimesosymous with English for
Academic and Occupational purposes which were edféry Hutchinson and Waters
(1987). The two scholars further divided ESP imi@é branches namely English for
Science and Technology (EST), English for Busiresd Economics (EBE), and
English for Social Studies (ESS) which were evethir divided into two branches
of English for Academic Purposes (EAP) and Engfieh Occupational Purposes
(EOP) (see figure 2.1). The two scholars also ntietl the boundary line between
two is not so clear as students can be engageginihg both at the same time. For
the same reason, some even consider EAP and EQrBraching from ESP.

2.2.3 English with Specific Topics

As the term suggests, in this specific type of EtBB,emphasis is on topics rather
than purpose (Carver, 1983) and it is related ¢ontbeds of the students in the future
for example attending professional development raiogwhich prepares the person

for the future. However, some do not consider #Bsa separate type of ESP as

12



focusing on topics and future

needs of the studmsntmn essential components of

ESP. That is, focusing on situational languageoisedthrough needs analysis carried

out in authentic workplace situations of the tatgaguage.
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Further, there are a number of ESPs and many dekteonyms which describe

different types of ESP. The main distinction is mabetween English for

Occupational Purposes (EOP) which, as the nameated, is to do with English for

needs and training of the workforce and English A@mademic Purposes (EAP)

which is concerned with needs of the students atewsities (Robinson, 1991).
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Moreover, English for science and technology (ES®@nother type of ESP which is
to do with study and work-related needs in the &thiStates of America. Further,
Robinson (1991) drew a distinction between Instometl and Operational English
by considering the statuses of students as eith@comers and experienced. That is,
newcomers in an academic setting require instroabio the basic aspects of their
fields or practices while experienced studentsiregihe kind of English to be able
to operate effectively in their practices or prefesa. This distinction in turn
necessitates new approaches to ESP material ptiepaaad instruction. The scholar
also highlighted the role of ESP goal-directedribasis students studying ESP have

an instrumental motivation in mind.

In our study, our focus was the ESP used and redjliy the Erbil International
Airport Passport Control and Immigration Departmemiployees in the north of Iraq

which varies from English used in any other corgenxtsituations.
2.3 Needs Analysis (NA)

NA is the first step in setting course objectiveggoals in designing a program for
any group of students. It is defined differently different scholars in the filed who

follow various perspectives or viewpoints. NA idided as a procedure that is used
by a teacher or researcher to gain thorough infoomabout the needs, functions,
aims and purposes of a course in a specific cof&xeévens, 1988). It is gathering
data or information from multiple sources on leasnand the materials they need
(Richards, 1985). That is, NA is made to identkfg turrent level of the learners and
their expected competence. In this regard, Nun@8g)lviewed NA as the process
of identification of the parameters of course stu@uch a process includes

parameters such as student placement criteria atidnale, specification and
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gradation of a course content, the duration of arsm as well as the methods or
approaches of instruction. Moreover, Brindley (1982w NA as gathering the
necessary information about learners’ current amuré language use before starting
a course while Ellis and Johnson (1994) arguedNiAats collection of information
about learners’ needs and wants which in turn requyathering information about
the purposes, levels of and the expected levekaikrs’ language use and type.
Collection of such information is usually carriedt oy various stakeholders such as
teachers, trainers, researchers, company staff, smmhetimes the learners
themselves. Such data collection of course regasipesific methodology which any
benefiting party should follow. In this regard, oneeds to take into account the
students’ personal and professional needs and waots a language course
(Robinson, 1991) which are sometimes ignored aretlooked. Robinson (1991)
also viewed needs as lacks since students needdatish in certain areas and cannot

perform or do certain activities properly.

Further, the needs of students have also beenfiddsmto two types by Mackay
(1978). These are either Academic needs or job saeleldckay (1978) defined
academic needs as the needs of the students ac#demia, that is, the type of
English that students need to perform their acadeagctivities such as paper writing,
project submission and PowerPoint presentatiorisnglish. Whereas, job needs as
the name indicates are concerned with the typengfigh that one needs to perform
a professional job such as an engineer working progct in the field of oil and gas

industry.
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Even further, another classification of needs aialyas offered by Bloor (1984),
which divides NA into target-centered or learnenteeed needs. The target-centered
needs view the needs and roles of the learnettseifuture and decide on the future
linguistic knowledge and skills that learners ne&efle able to function adequately in
their future roles. On the other hand, learner-@eut needs look at the current level
of students and the process of their learning udmg on their weaknesses or
strengths. It is worth noting that an effectivercauium is the one that benefits from
both the needs analyses as each of which focusgseaific needs of the learners.
2.3.1 Types of Needs Analysis

NA is an indispensable aspect of ESP and it is useaghther data about company
training needs, language curriculum and syllabuSespite countless number of NA
classification and types, this study sought a caim@nsive framework which can
justify the design and methodology of this researtherefore, by referring to
various sources and research findings, the framevadiowed by Robinson (1991)
seemed to be the most suitable NA framework far $hidy. According to Robinson
(1991) NA is classified into two types of targetusiion analysis and present
situation analysis which will be discussed in léngt

2.3.1.1 Target Situation Analysis

Target Situation Analysis targets the needs ofléaeners at the completion of a
course. In this regard, Munby (1978) devised compaiive needs processor (see
Figure 2.2) which included a number of parametsesiuto collect information about
learners’ target situation. Some of the importaeatires are discussed here.
Comprehensive data banks which include informagibout the needed micro-skills

and attitudes can be used to create the futurelsdl The next feature is target level
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performance which is used to offer information abitve required accuracy level of

students in their future jobs.

Further, in Munby's (1978) framework for a targeftuation analysis,
Communicative Needs Processor, there are ninegainich can be used to offer a
valuable instrument for analyzing the needs of leyg learners (see Figure 2.2).
These points are discussed in details in the fafigwections:

1. Participant: this feature produces the necessary informatmmutathe learner or
the student which includes information on studebisgraphical information such as
age, gender, nationality and home address as wdlhguistic profile such as the
learner’s first language and second language, hiseo proficiency level and the

learner’'s command of various skills.

2. Purposive domain this feature provides information on the acaderai
professional needs in the target language. If iprgfessional it has to specify
whether the ESP is before the person acquiresxiierience or after they acquire it.
In case the domain is specified as academic, tineathoneeds to be specified as
whether discipline-based or subject-based. In cabediscipline-based it is
determined whether it is pre- study or in-study EE®R in case of subject-based it is

specified whether it is integrated or unintegra&SP.

3. Setting which as the name indicates is to do with the teme place of the

communication which comprises features such as ighlysetting such as the
location, work place, study place and other relgiedes as well as temporal setting
such as the starting time for ESP, the length aeguency of the program, plus the

psychological setting which provides information ounltural and psychological
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issues such as the views and attitudes of thedeatoward the target culture and

language.

4. Interaction which provides data on the interactional pattéresveen the learners
and the others whether they are other learnershather they are instructors or

teachers.

5. Instrumentality which is related to how the information is colkdttand what
kind of instruments is used to gather the requirddrmation, that is, whether the
medium of communication is oral or written, whetliee writing is for learners to
read or to speak, and whether the communicatidacis- to- face or addressing the

public.

6. Dialect: this feature provides information on the diale€tthe target language
such as the temporal dialect, regional dialect @n@d sociolinguistic types of the

dialect.

7. Target level this feature is used to either act as a referércehe future learners;

development program or is used as a guide forutibdr processing in the model.

8. Communicative event this feature provides information on what aciest or

events the learners have to manage and performghsiB.

9. Communicative key. it is related to how the participants perform #utivities of
an event by considering their identity, social slasd psychological setting that we

mentioned earlier.
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Overall, it is worth noting that Munby (1978)’s miseanalysis model has emphasized
the role of NA as central to ESP and is considéoeloe the first step in curriculum
design and development. As a result, the model dessn used in various later

researches and has also gone through some madifisat

1 ¢ 2 3 4
I P } PURPOSIVE SETTING INTERACTION} INSTRUMENTALITY
DOMAIN

DIALECT
COMMUNICATIVE 8 COMMUNICATIVE
EVENT KEY
PROFILE

Figure 2.2: Communicative Needs Processor (CPNjceoMunby (1978, p.33)

2.3.1.2 Present Situation Analysis

Present situation analysis (PSA) analyzes the stadstrong and weak points at the
start of a course. In this regard, three sourcesmfofmation were identified by
Richterich and Chancerel (1980) namely the learnbesnselves, the language-
teaching establishment, and the user-institution.gach one of these needs, we need
to obtain information on the learner’s ability, itheconomic and academic statuses,
and their attitudes towards learning and teachihgreover, we also need to gather
information on their cultural and attitudinal berag towards the target language
which in our case is English. As a result, thisrapph is called the learner-centered

approach because it takes all the learners’ negdsaccount. To collect data on for
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Present Situation Analysis, a number of instrumentsh as surveys, questionnaires

and interviews can be employed.

Further, it should be noted that another essediraension of NA is deficiency
analysis as NA aims to take into considerationl#aners’ needs and wants hence
the learners’ lacks and deficiencies (Allwright,829. Robinson (1991) termed
deficiency analysis as combined target situatiomlyss and present-situation
analysis because such approaches “start from tigettaituation and design the
curriculum around the gap between the presentiakilof the target trainees and the
needs of the situation in which they will find thesives at the end of the training

programme” (Smith & Arun, 1980, p. 210).

Bheiss (1988) made some alterations to the modealoaibined present-situation
analysis and target-situation analysis by Allwright following a more formal
procedure in setting the syllabus needs and ragemés which comprise of three
interrelated components namely (a) a list of imgatrtarget-situation skills prepared
by a specialist in the field (b) a needs questigenasting the items ranging from “0
= unnecessary to 4 = essential” scale which idesti€ach sub-skill needs, (c) a
deficiency questionnaire using listing items raggfrom “0 = no difficulty to 4 =
very difficult” scale which identified the lacks tiie sub-skills. The questionnaires
are distributed among the learners, their teachetsspecialists in the field to obtain
information on the lacks and deficiencies of theugr under study. Moreover,
deficiency analysis also looks into the fact whethere are areas which the learners
are required to perform in the target language Wwkhey cannot do in their own first

language, as Alderson (1980, p. 135) mentionecthieg a student to do something
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in English which he or she can already do in Spairgsa very different problem
from teaching him or her something in English which or she cannot do in
Spanish”.

2.3.2 Method of Data Collection on Needs Analysis

A number of instruments can be used to collect dataneeds analysis. The most
frequently used ones are interviews, questionnaitgservations, field notes,
consultations with learners, teachers, and sponasraell as gathering related texts.
An eight-step process has been devised by SchutzDanwing (1981, p. 35) on
needs analysis evaluation which is as follows:

1. Define the purpose

2. Delimit the target population

3. Delimit the parameters of investigation

4. Select the information-gathering instrument(s).

5. Collect the data.

6. Analyze the results (manual or computer comipitadf data).

7. Interpret the results.

8. Carry out a critique of the whole project.

To do a target language NA, a course designer needsse a number of questions.
Hutchinson and Waters (1987) provided a set oftipuesfor this purpose namely:

1. What is the purpose of learning the language?

2. How is the language going to be used?

3. Which subject matter of content areas shoulddeel?

4. With whom will the language learners communicgité?

5. In which context or situations will the langudmgeused?
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6. What is the timeline for the language use inre®

However, by some, a typical needs analysis is atqumaire that the customers and
the teachers fill in and discuss together (Scrivef®894). This entails discussing
issues such as the purpose of learning Englisheatapons of the course, needs,
wants and lacks of the learners and the course. i$hin line with the view of the
learning process as situationally and contextuadynd, because the learners in each
context make use of various learning strategiesséilld, have different background
knowledge and motivation as their needs and interesry. Therefore, the
researchers need to observe the real needs ofjeagbs of learners so that they can
help the course designers make better decisiomiseocurriculum and course design.
In this study, English is needed for Passport @bregnd Immigration Department
employees to perform their duties better at Erbikdnational Airport. Therefore,
designing specific courses which can meet the nekdach group of people is one

of the concerns of the ESP which arise out of #ad meeds of the learners.
2.4 Related Needs Analysis Studies

A large number of studies have been conducted oR ESvarious fields and
contexts. However, for this study, only some refgvstudies will be reviewed. In
one of the early studies, Sonsaardchit (1980) addrk the English needs of
government officials and enterprises by focusinghair degree and skill of English
proficiency. By using both questionnaires and wigws among 360 different state
officials and heads, the study findings indicatedt tmost of the study participants

used English moderately as they read a lot and lessdranslation.
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In another study, Wongsothon (1982) surveyed stajencies, enterprises and
business sectors in Thailand by benefitting batimfiquestionnaires and interviews.
The study results indicated that English is usederately by government agencies
and state enterprises while it is used more bynessi sectors. Besides, among the
main language skills, reading and writing were us&tensively while listening,
speaking and translating were respectively usexl srther, the study showed that
English was mostly used for work related purposem tfor social and personal

purposes and that compared to other parties, acaidesiused more English.

Later, Akkakoson (1994) conducted a study addrgssia business communication
in English among the top Thai companies. The shatticipants were selected from
17 human resource management representatives flmee tdifferent level
companies, namely high-level companies, middlelle@@mpanies and low-level
companies. The study findings emphasized the iraporole of English in business
communication and the significance of all four laage skills. The results indicated
that English was an essential skill among the epgas and that the human resource
management representatives of the high-level corapanewed all the main skills
very important for supervisory staff while the janievel staff only viewed listening
and speaking as important. Moreover, the findinfjshe study revealed that the
representatives of middle-level companies sawrlistgand reading as important for
the supervisory positions, whereas the represgatanf the low level companies

viewed listening, speaking and writing as significkor supervisory roles.

A more relevant study to our study can be the aredacted by Ketkeaw (1997).

The study investigated the English needs of Thaways International cabin
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attendants. The study surveyed the participantgjuage needs and found that cabin
attendants attached a significant role to the dsEnglish especially the role of
listening and speaking. The results also revediat they used the four skills to a
moderate degree though and that they believedathatewards and air stewardesses
had to improve their speaking and listening skiftarther, the participants of the
study thought that air pursers and in-flight mamagshould work on all the four

skills.

In another study carried out in Thailand, Yutdh§p@00) investigated the English

language needs of business people in seven differeminesses, namely health and
education, agriculture, finance, handicraft, tourigeal state and design and trade.
The findings of the study showed that English laagg was perceived as an

important and required skill in business circle3 railand.

Kuen (2001) investigated the communication needsatéds personnel of an owner-
managers group of companies in Malaysia,. The stoaiynly focused mainly on the
participants’ productive and communicative skills speaking and writing. The
findings of the study highlighted the importanterdhe participants ascribed to the

role of English in business in Malaysia.

More recently, in one study conducted by Aunreu@08), the English language
needs of the travel agents were investigated inlddh The findings showed that
the travel agents attached a great importanceetadle of English in their careers
and that they perceived speaking skill as the mmaguired skill although they
thought other skills were also necessary. The stedults also indicated that the

participants regarded grammar and pronunciation naé very important.
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Furthermore, the results also indicated that thdigg@ants thought that they
encountered numerous problems while speaking aadtlleir main problem areas
after speaking were grammar, appropriate expressitanslation and listening
skills. The participants further mentioned thatythencountered very few or no

problems in vocabulary in their discipline-specigading texts.

Moreover, Meemark (2002) addressed the Englishulagg needs and deficiencies
of 11 groups of police forces working in the toarisection in Thailand. The

findings of the study revealed that there was ayentr need for the PCI officers to
improve all their main skills. Moreover, the listeg skill was considered as the most
important skills. The findings also recommended tha police forces be taught both
by native English and Thai English teachers and $pacial training courses are
designed to include the two main skills of listapiand speaking as well as

vocabulary.

Recently, Dejkunjorn (2005) investigated the larmgguaneeds of Thai pilots and
found that most of the participants consideredrtBeglish proficiency as moderate
and they regarded listening and speaking skilihasnost important skills that they
needed. The study results also indicated that tlloés ghought that they needed to
improve their listening and speaking skills and primounced some of the words

while performing their flight duties.

Cowling (2007) conducted a NA on Japanese busioesypanies by following a
multiple-triangulation methodology through queshaite, interviews, and
observations. The study highlighted the effectiwsnef using multiple data sources

and multiple methodologies in gathering data fottdseNA. The study results
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showed that great care and thought are needeceimnitial stages (planning and
execution stages) of course and syllabus desige.finkdings also revealed that the
NA is far more complex than what is described ia tourse and syllabus design

literature.

Further, Kassim and Ali (2010) did a study on eegiing and ESL professionals
and faculties across ten international companieMalaysia. The study results
emphasized the significance of model and courdalsyd design that can meet the
future needs of the university students after gatidn. The results also indicated
that the unemployment of a large number of Malaysiaiversity graduates was due
to their poor communication skills in English, that despite their qualification in
other areas the companies sought graduates wha lgadgd command of English.
Finally, the two researchers recommended that itigerthe existing gap, the ESL
experts should conduct a comprehensive NA and lwmidde with subject matter

specialists.

Similarly, Kandil (2008) addressed the high schd@iab students’ NA by
investigating the problems that they faced throaghmixed-method approach. The
study results showed that the students received htde input in their language
teaching context which was the main reason beltiagt tow English proficiency at

some schools.

Additionally, in another study Lockwood (2012) dad out a study on the
perceptions of both stakeholders and the studdntsllacenters in three different
countries namely India, Costa Rica, and the Philgg The results of the study

indicated that students’ communication deficienciegsre due to their limited
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repertoire of lexico-grammar and lack of culturaaaeness, and inability in

handling the dynamics of the telephone calls.

Moreover, Chan (2009) developed two checklists i edfort to evaluate and
research the materials used in business English.sfudy drew on several theories
and found that textbook materials evaluation thiotlge two checklists revealed a
lot about the program gaps and shortcomings. &kearcher recommended that the
same procedure be used in other business Englagrgons in order to bridge the

gap between research and the evaluation, develdmndruse of materials.

Also, in a study on business reading skills, Fq304) compared the views of 15
English teachers and 12 business employees whégneting two business memos.
The study analyzed the social and textual aspdctisecinterviews and found that
writing context and its interpretations play a venyportant role in work place
environment. The results of the study also revetiiatithe participants of the study
interpreted the memos differently indicating the portance of interpersonal
interpretations in business places. The study @sommended that their results be

used to improve writing skills in the work placevennment.

Finally, Sorin (2006) conducted a NA on Korean hass students who wanted to
work in a business English environment in the Usdheir country. The results of
the study indicated the usefulness of 26 tasksutiirahe help of interviews and
guestionnaires. The study also identified two Isviel designing the task-based

courses because one level failed to include alethployees’ needs in English.

27



As these studies show, the various needs of vapmfessions and fields have been
addressed in different studies. For Erbil Interai Airport, the English language
needs must be studied as they need English torpetfweir duties effectively and
efficiently. This can also help the stakeholdermmeaup with a better plan to train
Passport Control and Immigration Department emmsyehich will ultimately lead

to better and quality services by these personnel.
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Chapter 3

METHODOLOGY

3.1 Introduction

Chapter three reviews the methodology employedha gstudy. It includes five
sections namely the design of the research, theulgibgn from which the
participants were selected, the sampling procediat, collection and data analysis

procedure.
3.2 Research Design

This study investigated the occupational Englistgleage needs of PCI Department
employees at Erbil International Airport in Northeiraq. Since English language
skills are a necessity for the Passport Control @&menigration Department
employees at the Airport especially in today’s glated world, the identification of
their English language needs is an important is3ie present study utilized a
mixed-methods approach by collecting data both tatinely and qualitatively.
First, the researcher used a survey to identifyEiglish needs of KRG International
Airport in the city of Erbil in Northern Irag. A @gstionnaire was used to gather data
on the English needs of one hundred research ipamis and then 11 research
participants were also interviewed to gain a bedtet in-depth understanding of the
research participants’ English needs and deficeencrhe design also allowed the

researcher to gain a better insight into the neétlse study subjects.
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3.2.1 Validity and Reliability of the Questionnaire

In this section, we will discuss the validity amdiability of the instruments used to
collect data for this study.

3.2.1.1 Validity

The questionnaire used in this study has beeninse&tumber of studies which was
developed through reference to various relevaatditires by considering the needs
analysis of various research participants in diifér educational and linguistic
settings. Moreover, both the questionnaires arehimgw questions were rigorously
cross-checked by the research supervisor and acdsseell as the thesis committee
members. After piloting, some minor modificationere&s made which can indicate
the face and content validity of the study instraise

3.2.1.2 Reliability

To assess the reliability of the questionnaire, @erployees at Erbil International
Airport responded to the questionnaire in a pitatdg in September 2017. The pilot
study was conducted in order to check the partitgdaontent understanding of the
questionnaire. The collected questionnaires wese aalculated for the reliability
coefficient using the Cronbach Alpha method. Aateility coefficient of 0.936 was
reported by the result which is a high reliabilibgication for social sciences and

humanities.
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3.3 Population

3.3.1 Study Participants

The population from which the study subjects werleded in this study was 150
staff working for Erbil International Airport in $eember 2017. The participants
were from Passport Control and Immigration depantm& Erbil International
Airport. The officers and employees were selectedtis study as they mainly used
English to communicate face to face with foreigrsgemgers and as they have to
write their daily reports in English. The samplinged in this study was based on
availability that is the available number of PasspGontrol and Immigration
Department employees were contacted and they esqutesillingness to participate
in the study. Since they worked on different shiftee researcher had to go to the
airport several times during September and Oct@idr7. They also asked the

researcher to share his research findings with them
3.4 Data Collection

After obtaining the permission from the departmentonducting research in the
context under study, the researcher approachedgpartment of PCI in Erbil with
the research letter from the EMU. The researcheodaced himself and explained
the purpose of his study to the managing directdgrbil International Airport in
order to obtain permission to conduct his studyteAfobtaining the required
permission, the researcher printed out and prepEs8dcopies of the questionnaire.
The researcher then was accompanied by an officer fze distributed his
questionnaires to the available staff within 30sibgtween 1% of September to 15
of October. At first 10 copies were distributed fbe pilot study. Then a total of 140
Copies were handed out to Passport Control and gnation Department employees

who were on duty between the specified dates atAthgort. While filling in the
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questionnaires the participants were asked if tiweyld like to participate in the
interview and around 11 participants were alsorumeved during the same period
on the spot after completing the questionnaireaetyi questionnaires were filled in
but five questionnaires were removed from the stsidge they were not properly

filled out.
3.5 Data Analysis

After collecting the questionnaires, the data wentered into the SPSS software
program and some statistical values such as freiggenand percentage were
obtained. Further, the English needs and diffiealtexperienced by the study
participants were also calculated through the figet Likert scale questionnaire.

Moreover, the semi-structured interviews were alsitected and read several times.
Then the interview questions were also analysedogrene by following a thematic

analysis. The data from these sections were reagradetimes and the emerging

themes which were mostly based on the questions identified and explained.
3.6 Research Instruments

3.6.1 The Questionnaire

The questionnaire used in the study to collecigthentitative data was adapted from
Tangniam’s (2007) study. The questionnaire wassteded into Kurdish by an expert
translator and for the sake of its validity; it wa®ss-checked by two independent
ELT professors at University of Raparin and Uniitgrsof Sulaimani. The
questionnaire consisted of three main parts. Trat fiart is concerned with the
biographical as well as the general data of théigg@ants which included general
information of the study participants namely gendeye, educational background,

position, rank, the number of English courses didnand importance of those
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courses, their opinion regarding the importance fandtion of English in their jobs

and how they perceive their English level.

The second part is concerned with General opinregarding the language four
main skills namely listening, speaking, reading anding. The participants of the

study were required to rate their levels of Engk&fills based on five-Likert scale
items of Excellent (5), good (4), fair (3), pood,(@nd very poor (1). The participants
were also asked to rank their English language sxéedhe four main domains

according to the five - point Likert scale as folk

5 - Extremely needed

4 - Mostly needed

3 - Moderately needed

2 - Slightly needed

1 - Least needed

Further, the participants were also asked to realifficulties of the four main skills
in the form of a five-point Likert scale as follows

5 - Extremely difficult

4 - Mostly difficult

3 - Moderately difficult

2 - Slightly difficult

1 - Least difficult

The third part asked the participants to rate thegds in using the main skills on a
five-point Likert scale as follows:

5 - Extremely needed

33



4 - Mostly needed

3 - Moderately needed

2 - Slightly needed

1 - Least needed

3.6.2 Interview

The second form of data was obtained through ireesy with 11 participants. The

interview questions were adapted from an intervised by Park (2015) and were
translated into Kurdish by an expert translatortfog ease of understanding by the
research participants. For validity purposes, ltke questionnaire section, the
translation was checked by two independent ELTga®drs at University of Raparin

and University of Sulaimani. The interviewees wemployees working at the

airport and ranged in age between 28 to 39. Thenilews were conducted in

Kurdish and were audio-recorded. The interviewuded 11 open-ended questions
asking the participants to identify the main skilleey needed, difficulties they

experienced and deficiencies and shortcomingseheguntered.
3.7 Chapter Summary

This chapter described the design of the researsichwwas a mixed-methods
design. Further, the information on the populatminthe study was presented.
Additionally, the information on the participantstbe study was offered. Moreover,
the sampling procedure was explained and discuisseetails. Furthermore, data

collection was described and finally data analpsexedure was discussed.
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Chapter 4

RESULTS AND FINDINGS

4.1 Introduction

In this chapter, the findings and results of bl questionnaires and the interviews
obtained from the officers and employees workingpassport and immigration

control at Erbil International Airport. The result$é the study are tabulated which
shows the statistical values such as frequency;eptage, mean and standard
deviation. The interview section is also analyzedda on the emerging themes and

some categories were offered.
4.2 Quantitative Data Result Analyses

In this section, the general information about geeticipants, General opinions
regarding the language four main skills namelyehstg, speaking, reading and
writing and the participants’ assessment of thaglage needs will be described.
4.2.1 General Information

This section describes the general information inbth about the 85 officers and
employees at passport control and immigration &il Hnternational Airport who
filled out the questionnaires. The section includgdrmation on participants’ age,
gender, educational background, duration of expeéean the job, and their current

position.
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Table 4.1: Participants’ age range

Year Frequency Percentage Valid Cumulative
Percentage Percentage

27 4 4.7 4.7 4.7
28 2 2.4 2.4 7.1
29 4 4.7 4.7 11.8
30 18 21.2 21.2 32.9
31 14 16.5 16.5 49.4
32 10 11.8 11.8 61.2
33 18 21.2 21.2 82.4
34 4 4.7 4.7 87.1
35 6 7.1 7.1 94.1
36 1 1.2 1.2 95.3
37 2 2.4 2.4 97.6
39 1 1.2 1.2 98.8
43 1 1.2 1.2 100.0

Total 85 100.0 100.0

Table 4.1 displays information on the participamigé range. As the table indicates,
around 70 percent of the participants were betwdfeand 33 years of age; around
12 percent of the participants were under thirtg around 18 percent were 34 years

or over.
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Table 4.2: Gender distribution

Frequency  Percentage Valid Cumulative
Percentage  Percentage

Male 80 94.1 94.1 94.1
Female 5 5.9 5.9 100.0
Total 85 100.0 100.0

As table 4.2 indicates, the majority of the pap&its, around 94 percent, were male

while only around 6 percent were female.

Table 4.3: The educational background of the ppdits

Frequency Percentage Valid Cumulative
Percentage  Percentage

Bachelor 69 81.2 81.2 81.2
Master 2 2.4 2.4 83.5
Others 14 16.5 16.5 100.0
Total 85 100.0 100.0

The educational background of the participants akaee that around seventy two
percent of the participants in the study held avermsity degree, that is, around
seventy percent had a bachelor degree and twormdrell a master’s degree while

the rest had no university degree.
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Table 4.4: The duration of experience in the job

How many years have you been working at the airpoft

Years Frequency Percentage Valid  Cumulative
Percentage Percentage

2 1 1.2 1.2 1.2

4 8 9.4 9.4 10.6
5 3 3.5 3.5 14.1
6 35 41.2 41.2 55.3
7 14 16.5 16.5 71.8
8 9 10.6 10.6 82.4
9 7 8.2 8.2 90.6
10 5 5.9 5.9 96.5
11 1 1.2 1.2 97.6
12 2 2.4 2.4 100.0

Total 85 100.0 100.0

The next category of the biographical informatioaswo do with the duration of

their experience in the job. Table 4.4 shows tihatiad 1 percent of the participants
had around 1 to two years of experience, arounge@ent had between 4 to 10
years of experience while around 10 percent hacertian 10 years of experience.
The table also shows that 40 percent of the ppéits had six years of experience in

the job indicating the recruitment of forces at tharticular time.
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Table 4.5: The current position in the job

What is your current position?

Frequency Percentage Valid Cumulative
Percentage Percentage

Manager 1 1.2 1.2 1.2
Passport Control 54 63.5 63.5 64.7
Visa Section 2 2.4 2.4 67.1
Immigration and 28 32.9 32.9 100.0

Passport Section

Total 85 100.0 100.0

Table 4.5 shows that 63 percent of the participamsked at Passport Control
section, 2 percent worked at Visa Section and at@Bpercent at the Immigration
and Passport Section of Erbil International Airport

4.2.2 General Opinions Regarding the Four Main Langage Skills

This section of the questionnaire delved into tagigipants’ opinions with regard to
their four main language skills. This section askes participants what role English
played in their job, how they regarded their larguakills, if they received any
training on their language skills, how often thesed or needed the stated skills and

what difficulty they encountered while they weréngsthose skills.
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Table 4.6: The importance of English

Is English important for your present job?

Frequency Percentage Valid Cumulative
Percentage Percentage

Yes 81 95.3 95.3 95.3
No 4 4.7 4.7 100.0
Total 85 100.0 100.0

When the participants asked about the importandengfish in their job, more than
95 percent of the respondents acknowledged thertanpee of English in their jobs

while only five percent thought that English is imaportant in their job.

Table 4.7: The provision of training courses far gtaff

Does airport provide adequate English course for ya?

Frequency Percentage Valid Cumulative
Percentage Percentage

Yes 7 8.2 8.2 8.2
No 78 91.8 91.8 100.0
Total 85 100.0 100.0

As table 4.7 shows around 90 percent of the regggedsaid that the airport had not
provided any English courses for them. Thereforelame majority of the

respondents believed that they did not receiveimstyuction in English at their job.
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Table 4.8: Participants’ opinion on their main &Kil

Very  Poor Fair good Excellent

How do you rate your listening P 153 329 37.6 14.1
skill?

How do you rate your speaking 176 51.8 24.7 5.9
skill?

How do you rate your reading skill? 18.8 28.2 48.2 4.7
How do you rate your writing skill? 1.2 153 365 22 5.9

With regard to how the participants rated theirrfoain skills, the findings in table
4.8 were obtained. With regard to their listeninglls more than half the
participants regarded their skills as either goo@xellent while less than half the
participants considered their listening skill eithgoor or fair. With regard to
speaking skill, around 70 percent of the resporsdémdught that their speaking skill
is not good while only around 30 percent consideheit speaking skill as good or
excellent. However, more than 50 percent of thelesits considered their reading
skills as good or excellent while less than halthed respondents thought that their
reading skills were fair or poor. Further, as tahi@ indicates that the participants of
the study considered their writing skill as bettempared to the other skills as only
around 16 percent thought that their writing skifls either poor or very poor while

the majority considered their writing skill fairpgd or excellent.
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Table 4.9: Participants’ use of four main skillgheir job

least A somewhat A most

little lot
how often do you need to use the 15.3 21.2 38.8 247
listening skill?
how often do you need to use the 11.8 18.8 282 41.2
speaking skill?
how often do you need to use th#4.1 17.6 30.6 27.1 10.6
reading skill?
how often do you need to use the0 24.7 30.6 18.8 5.9

writing skill?

Table 4.9 shows how often the respondents needededheir four main skills in
their job. More than sixty percent stated that thegded to use the listening skill a
lot in their job while only less than 37 percentide=d that they did not need the
listening skill as much in their job. Further, andu70 percent of the respondents
mentioned that they used speaking skill to a lsegent in their job while only
around 30 percent saw less or little need in uieg speaking skill. Moreover, with
regard to the respondents’ use of reading skilheir related jobs, around 40 percent
of the participants believed that they needed ® neading skills a lot or most in
their jobs while more than sixty percent descriltledir use of reading skills as
somewhat, little and the least in their respecjpls. Finally, when the participants
were asked about how often they needed to usengiskill in their jobs, around 25
percent stated that they needed to use writindn@ir jobs a lot or most while 75
mentioned that they needed to use the writingsskilltheir jobs sometimes or little

or the least.

42



Table 4.10: The level of difficulty experiencedtive four main skills

Least Alittle  Somewnhat A lot Most
Listening 4.7 24.7 40 21.2 9.4
Speaking 2.4 22.4 40 24.7 10.6
Reading 18.8 38.8 294 9.4 3.5
Writing 34.1 28.2 21.2 11.8 4.7

Table 4.10 shows the difficulty experienced in eliéint skills by the respondents, as
the table shows around 30 percent said that thpgreenced listening-skill related
difficulty a lot or most in their jobs while 70 pemt mentioned that they experienced
such difficulties somewhat, a little or the leastheir jobs. The next difficulty was to
do with speaking skill which around 35 percent e$pondents mentioned that they
experienced a lot or most difficulty while 40 pertesaid that they somewhat
experienced difficulties in this specific skill. ®wisingly, only around 13 percent
stated that they experienced a lot or most difficid their reading skill while around
58 percent mentioned that they experienced a ottlihe least difficulty in this area.
The last question in this table is to do with vigfiskill which as table 4.10 indicates
only around 16 percent experienced to a large extidiculty in this regard while
around 63 percent experienced a little or the lédfstulty in this specific skill.

4.2.3 The Participants’ Assessment of Their LanguagNeeds

The last section of the questionnaire was to db tieé assessment of the participants
of their various needs. This section asked theordgnts to assess their difficulties

experienced in different areas.
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Table 4.11: The participants’ assessment of tie@ring skill needs

To what extent do you need_east Slightly Moderately Mostly Extremely
the listening skills for

Listening to and 2.4 8.2 22.4 31.8 35.3
understanding what

passengers want?

listening to passengers’ 3.5 9.4 29.4 29.4 28.2
complaints?
listening to personal details 11.8 20 24.7 25.9 17.6

and information?

for listening to 30.6 18.8 28.2 3.5 18.8

conversations by phone

This section of the questionnaire asked the ppertis about the extent they needed
the listening skill for different purposes. Thesfiquestion asked the respondents to
what extent they needed the listening skill fotelisng and understanding what
passengers want. Around 67 percent said that thegled the listening skill mostly
and extremely for this purpose, around 23 perceahtioned that they needed
listening skill moderately and around 11 perceatest that they needed this skill
slightly or the least. Further, in response to westent the respondents needed
listening skill for listening to passengers' commpis, around 58 percent said that
they needed the listening skill mostly or extrenfelythis purpose. About 30 percent
stated that they needed this skill moderately anodired 13 percent said that they

needed listening skill slightly or the least.
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Moreover, as table 4.11 shows the percentage ohextent the participants needed
listening skill for listening to personal detailadainformation, around 44 percent
said that they needed the listening skill mostlyeriremely for this task. About 25
percent said that they moderately needed listeskiigfor this purpose while around
32 percent remarked that they slightly or verytemeded this skill. Finally, the data
on the extent the respondents needed listeningfekilistening to conversations by
phone indicates that around 22 percent neededikhsteskill mostly or extremely for

this purpose, 28 percent needed this skill modigrad@d around 50 percent did not

see much need for listening skill for this partasyburpose.

Table 4.12: The participants’ assessment of thpsiaking skill needs

To what extent do you need_east Slightly Moderately Mostly Extremely
speaking skill for

welcoming, greetings and 1.2 3.5 15.3 37.6 42.4

farewell to passengers?

inquiring about passengers’ 9.4 18.8 36.5 35.3

information and needs?

making polite requests and 1.2 11.8 27.1 31.8 28.2
refuses?
providing and explaining 3.5 11.8 28.2 294 27.1

information about flight
itineraries and other

services?

offering assistance? 3.5 2.4 25.9 40 28.2

45



conducting conversations28.2 21.2 21.2 22.4 7.1

by phone?

apologizing when mistakes 3.5 8.2 30.6 31.8 25.9
made?

expressing gratitude when 2.4 5.9 21.2 25.9 447
passengers give

compliments?

pronouncing English words 5.9 5.9 34.1 25.9 28.2
properly?
speaking with appropriate 3.5 9.4 25.9 36.5 24.7

word intonation?

speaking using airline 7.1 9.4 20.0 41.2 22.4

terminology?

speaking politely according 1.2 5.9 25.9 45.9 21.2
to grammatical rules and

social etiquette?

Table 4.12 displays the percentage and frequendyeoéxtent of need for speaking
skill for various purposes. With regard to the extef need for speaking skill for
welcoming, greetings and farewell to passengersthastable shows around 80

percent of the respondents needed speaking skilltH® purpose mostly or
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extremely. Though around 20 percent said that thegded the speaking skill

moderately, slightly or the least for this partenupurpose.

Further, as the table shows around 72 percentisaidhey needed the speaking skill
for inquiring about passengers' information anddseevhile only 28 percent said
that they needed the speaking skill slightly or srately for this particular purpose.
Additionally, considering the extent that the resgents needed speaking skill for
making polite requests and refuses, around 60 pead that they needed the
speaking skill mostly or extremely for this purposdiile only 30 percent said that
they needed the skill moderately or slightly foistipurpose. Also, Table 4.12
displays the percentage of need for speaking $&illproviding and explaining
information about flight itineraries and other sees. As the table shows, around 57
said that they mostly or extremely needed the #hilthis purpose while around 39
percent said that they needed the skill to a shigmoderate degree for the particular

purpose.

Moreover, table 4.12 shows the degree the resptmdeeded the speaking skill for
offering assistance. In this regard, around 69 gydrextremely or mostly were in
need of speaking skill for this particular purpegele around 28 percent said that
they needed this skill to a slight or moderate dedor the purpose. Besides, around
30 percent were extremely or mostly in need of kipgaskill for conducting
conversations by phone while 21 percent said thay hneeded the skill for this
particular purpose moderately. Around 49 perceatedt that they needed the

speaking skill to a slight or very least degreetar task.
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In addition, table 4.12 shows to what extent tlepoadents needed speaking skill for
apologizing when mistakes made. Around 60 percaid that they needed the
speaking skill for this particular task mostly ottremely. About 30 percent said that
they moderately needed the skill for the task, &loihly 10 percent saw very slight
or least need for the skill for performing the taSkable 4.12 also shows the
percentage of need for speaking skill for expresgratitude when passengers give
compliments. As the table shows around 70 percart that they extremely or

mostly needed the skill for this task, while onlly ercent said that they moderately
needed the skill for performing such as task. Farrttore, around 54 percent of the
respondents said that they needed speaking skilpfonouncing English words

properly, thirty-four percent said that they modelyaneeded the skill for the task

while only around 11 percent saw the least or singted for the skill to do the task.

By the same token, 61 percent of the respondentstlynor extremely needed
speaking skill for speaking with appropriate wontbnation, 26 percent moderately
and around 13 percent slightly or least neededkilefor speaking with appropriate
word intonation. On the other hand, table 4.12ldigpthe information on the degree
of need for speaking skill for speaking using agliterminology. In this regard,
around 64 percent said that they mostly or extrgnmeleded the skill, while 20
percent moderately, and around 16 percent sligitthgast needed the skill to speak
using airline terminology. Finally, the findings dne extent of need for speaking
skill for speaking politely according to grammatioales and social etiquette, around
67 percent said that they mostly or extremely néelde skill, while around 26 felt a
moderate need for this skill to perform politely}caing to grammatical rules and

social etiquette.

48



Table 4.13: The participants’ assessment of theding skill needs for reading
passengers' travel documents

To what extent do you need_east Slightly Moderately Mostly Extremely
reading skill

for reading passengers'5.9 7.1 29.4 17.6 40.0

travel documents?

for reading emails and30.6 21.2 28.2 9.4 10.6

faxes?

In response to the extent of need for reading paess’ travel documents (table
4.13), around 58 percent said that they extremeipnastly needed reading skill for
such a purpose while around 30 percent moderatelyaeound 17 percent slightly or
very little needed the reading skill for readinggengers' travel documents. Further,
the statistics on the respondents’ needs for rga€imails and faxes indicated that
around 20 percent stated that they mostly or exdhemeeded this reading skill
while 28 percent moderately, 21 percent slightlgd & percent least needed the

skill.

Table 4.14: The participants’ assessment of thating skill needs

To what extent do you need_east Slightly Moderately Mostly Extremely
writing skill

for conducting telexes 32.9 24.7 29.4 4.7 8.2
correctly to aviation

format?

for writing daily reports? 25.9 29.4 27.1 4.7 12.9
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for writing messages for 42.4 29.4 17.6 2.4 8.2

passengers?

for issuing airline 38.8 31.8 18.8 2.4 8.2

documents?

Table 4.14 shows the respondents’ need for wriskdl in conducting telexes
correctly to aviation format. As the table indicatround 13 percent said that they
mostly or extremely needed this skill while arol&lpercent slightly or least felt the
need for such a skill. Further, in response to dhkeent of need for writing daily
reports, around 18 percent said that they mostlgxtremely needed the skill while
around 56 slightly or least and around 27 moderat&pressed the need for such
skills. Also, the results on the extent of need ¥aiting skill in writing daily
messages for passengers, around 72 percent shttialideast or slightly needed the
skill for such purposes, while around 18 percemwt armund 11 percent said that they
needed the skill moderately or most/extremely retppaly. Finally, in response to
the last question on the respondents ideas abeugxtent they needed the writing
skill for issuing airline documents, more than #qgent said that they very least or
slightly needed the writing skill for this purposehile around 19 percent said that
they moderately needed this skill and only arouhghdrcent said that they mostly or

extremely needed this skill.

Finally, to evaluate the reliability of the instrent of the research, a Cronbach's
Alpha analysis was run on the items. As table 4Hddws, a high reliability (0.93)

was reported for this study.
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Table 4.15: Reliability evaluation

Reliability Statistics

Cronbach's Alpha N of Items

.936 34

4.3 Interview Results

The analysis of the interview section was done edy question as it was a semi-
structured interview. The first section of the bimghical information revealed the

following information about the respondents.

The Biographical Information
The respondents ranged in age from 28 to 39 yehts They were 9 male
participants and 2 female participants. They aldl lrebachelor degree at the time of

data collection.

Questionl. How many years have you served in the Hit International Airport?
In which career field have been serving?
The respondents worked at Visa, Passport Contral, Management Department

from 4 to 12 years.

Question2. While you work as airport officer or empoyee, in what situations,
what kinds of tasks do you need to carry out usingnglish?
Most of the respondents said that they mostly thlke the passengers during

passport control and their visas. For example drieeorespondents remarked “when
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| speak with the passengers for passport contiedore ask about the passengers
where they came and how long they stay in Erbil giee them visa” (third

interview).

Another interviewee said that he also gave thertruogon during passport control
“checking passport and helping passengers by githeg instructions” (interview

9).

The eleventh interviewee said that she also usgbdirfor reading emails and faxes
in the Passport Control and immigration Departniénise English for reading and

reading e mails and instructions in the passpgradment” (interview 11).

Question3. Do you usually get help while speakinghiEnglish? If yes, from
whom? Interpreters? Experts? Others?

To this question, different responses were offeBaime said that their English was
good so they needed no help. Some said that thaly helps from the experts,
friends, colleagues, even from dictionaries. Onspoedent offered a different
response though: “before | took a help from theeetgpbut now | learnt what
language is used at the airport, the same repetjinestions, generally | can say this
is English for travellers, like business Englishiit¢rview 2). So as the extract
indicated, this person has developed the strategge€ommunicate with the

passengers.
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Question4. If you can take an English course, whatould you want to learn in

the class?

In response to this question, most of the respdsdaated that they needed courses
on speaking and listening although some also atlt®dreading, writing, grammar,
pronunciation and vocabulary were also importaniurther, one respondent
mentioned that a general English course and anatiggitioned that an everyday

English course for welcoming and greetings are iahgmrtant.

Question5. Could you rank the importance of the foulanguage skills in order

of importance for performance of the tasks?

To this question, most of the respondents beligkiatispeaking and listening are the
first two main skills and then reading and writiipwever, the eleventh interviewee

said that reading and writing are the first oned #ren speaking and listening skills

follow. One of the respondents said that “speakind listening are the main skills

that we need here at the airport as we deal wittigo passengers and tourists but

reading and writing skills are basically not a ptioin our career” (interviewee 11).

Question6. What level of each English skill do yothink is needed for successful
accomplishment of the tasks given to airport offices?
To this question all respondents unanimously meetiathat a good level of English

in all the four main areas is necessary.

Question7. What language area do you think is needefor successful
performance in linguistic knowledge: grammar, vocalbilary and phonology?
To this question, all of the stated skills werearelgd as important though the order

and importance varied. One participant said thastty you should know the
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vocabulary, word meaning then how to arrange thisdwproperly, last how to

pronounce these words” (interview 7).

Question8. What kinds of contents do you think is e@cessary to be taught in
English courses?

The responses varied, speaking and listening skéi® what most respondents said
they needed, although other skills such as grammesating, writing and vocabulary
were mentioned by some. One interviewee stated“thatling and writing are not
important only speaking and listening are impoitainterview 3). Another
respondent said that “speaking and reading are riaapobecause we know some

vocabulary it is usually used by airport office(siterview 4).

Question9. Have you ever experienced any miscommugations caused by your
conversation partners’ cultural difference? If yes, could you describe those
situations?

About half of the respondents said that they entyed no problem while half said
that they encountered problems. One intervieweetioread that he encountered no
problem, “there is a unique language generallyhatairport that is body language |
can make the questions clear for the passengengr{iew 1). Some also said that

they called their friends or colleagues when pnobégose.

Question10. Do you think that your English knowledg is sufficient for your
work?
More than half said that their English is not stiéint while less than half of the

respondents thought their English was sufficient.
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Question1l. How important is English language in yar current job?

All the participants unanimously referred to theportant role of English in their job
and it seemed that they quite well knew its sigaifice in their job. For example, one
respondent explained, “Yes it is very importantrig job because English language
becomes the international language nowadays, Ispaak with all nationality in
English in general, like, Turkish, German and Afalfsterview 1). Another
interviewee stated, “English language is very intgrin my job because if you get
any help from any one, he may translate incorrestigat is happening between you
and the passengers and it may lead to confusiorérgiew 3). Even another
interviewee explained “English is a much neededydage specially for officers

because we have direct contacts with the foreigsgregers” (interview 6).
4.4 Summary

This chapter presented the results and findingsn flwoth the qualitative and
quantitative data. In the first section, the dathgred through the questionnaire was
presented. The section consisted of three sectiamely general information,
general opinions regarding the language four milfs sthe participants’ assessment
of their language needs. The obtained data for saction was presented. Further,

the results obtained through the interview sectvere provided.

The first finding of the study indicated that ardumalf or more of the participants
considered their listening, reading and writindIslas either good or excellent while
around 30 percent thought that their speaking skidlither good or excellent. The
next finding of the study was related to the extéely needed to use the four main
language skills. In this regard, more than 63 pdremd around 70 percent of the

participants said that they needed the listeniniy akd speaking skill respectively a
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lot and most in their jobs. While the other twollskieading and writing were not
considered as much needed as the two aforementgkiésl Further, the findings
revealed that more than 30 percent of the parttgp@xperienced a lot or most
difficulties in listening and speaking skills whilenly 40 percent experienced
somewhat difficulties in the listening and speaksiglls. Moreover, the findings
showed that around half or more of the particip&axizerienced a little or very little

difficulty in reading and writing skills.

The findings from the interview section showed ttet majority of the participants
viewed speaking and listening as the most impodadtthe most needed skills than
the reading and writing skills. The participantsravalso well aware of the role of
English as an international language and as theumedf communication with the
foreign passengers and travellers. In the nexttehathe results of the study will be

discussed in details.
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Chapter 5

CONCLUSION

In this chapter, the discussions of the findingstme needs analysis of the Passport
Control and Immigration Department employees atilHriternational Airport are
presented. Further, the implications of the studyether with suggestions for further
research are also presented which offers a gualeimcourse development for the

current as well as future employees working at|Hnibernational Airport.
5.1 Discussion of the Study

In this section, the findings of the study presdntechapter four will be discussed in
details. The discussion of the main findings rewavover the four research

guestions presented in chapter 1 are describeéxaidined in details in this section.
5.1.1 The Assessment of the Employees’ Four Main B&

The finding of the study indicated that around haif more of the participants

considered their listening, reading and writindIskas either good or excellent while
around 30 percent thought that their speaking skilither good or excellent. This
indicates that the participants of the study thaubht their speaking skill is not as
good as their three other skills. Moreover, it @so show the significance of
speaking skill in the lives of these employees les/ thave to directly deal with

foreign passengers and communicate with them atheut wants and needs. This
finding of the study is in line with the finding$ Ketkeaw’s (1997) study in which

the participants attached a significant role touke of English especially the role of

listening and speaking. Further, our findings cbamate the findings of the research

57



conducted by Aunreun (2005), in which the travedrag attached a great importance
to the role of English especially by consideringang skill as the main required
skill. It should be also noted that more than ludlthe research participants rated
their speaking skill as fair, suggesting that ik participants thought that their
speaking skill is enough for their job. This wasaafound in the interview data as
most of the participants thought that their Englssknough for them to do their daily
routine activities.

5.1.2 The Participants’ Use of their Four Main Langiage Skills

The next finding of the study was related to théeekthey needed to use the four
main language skills. The first section of the dguesaire was related to the four
main skills and the second part asked the partitgp#o identify the extent they
needed the four skills for different purposes. ®ltran 63 percent and around 70
percent of the participants said that they neetedistening skill and speaking skill
respectively a lot and most in their jobs. While thther two skills reading and
writing were not considered as much needed aswbeaforementioned skills. This
shows that the participants of the study are awétbeir most needed skills as they
have to communicate with foreign passengers ancklteas in their jobs hence
requiring skillfulness in the two communicative l&kf listening and speaking. The
results of the study also revealed that listenind apeaking are by far the most
necessary skills for the research participantss Timding is in line with previous
research findings (Aunreun, 2005; Ketkeaw, 199hgheam, 2006).

5.1.3 The Functional Needs of English for Various i#poses

Among the four main skills, listening is consideredbe the second most needed
skill after speaking fothe Passport Control and Immigration Departmentleyegs

at Erbil International Airport. Most of their dusie concern face-to-face
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communication with the passengers before depaaeupon arrival of the flights.
They have to listen to passengers’ wants, comglaipérsonal information and
appreciative comments on a daily basis. They shaldéd conduct and answer
telephone calls regarding the flight details. M they need to listen to various
accents of native and nonnative English speakersngpfrom different nationalities.
As a result, they have frequent contacts with peageses, tourists and travellers and

thus should get used to various accents and \esiefiEnglish.

As the findings indicate in this section, we camatade that listening is one of the
main concerns of these employees after speakitig Iskihis regard we can point to
the fact that more than 67 percent of the emplogaés that they needed listening
skill mostly and extremely for listening to and emstanding what passengers want
and for listening to passengers’ complaints. Thstthese two functions were
considered mostly and extremely needed for theeigmployees.

Further, speaking skill was considered as the firgist needed skill for the
employees. In this regard, the finding of this gtwhs similar to the results of the
study conducted by Aunruen (2005) which indicatkdt tspeaking and listening
skills were the mostly needed two skills for thavel agents in Thailand up when
they communicated with foreign customers. In thiglg, the airport employees said
that around 80 percent of the respondents mostixtwemely needed speaking skill
for welcoming, greetings and farewell to passengé&hss is an indication of the
significance of speaking skill for this particulaurpose. Therefore, the authorities
can provide some training in this special areatlier respondents. Such a training
course might include aspects such as expressitigugein English, knowing about

the social etiquettes, politeness, as well as granroies, correct pronunciation of
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words, sentence stress and intonation to nameajésiv which were highlighted as
the most needed areas for development in this guMereover, around 70 percent
said that they extremely or mostly needed the spgadkill for expressing gratitude

when passengers give compliments. This can alse gi®need of speaking skill for
this particular purpose. Besides, the need for lgpgapolitely according to

grammatical rules and social etiquette was anatiestly needed speaking skill as
around 67 percent said that they mostly or extrgmeleded the skill. This also
shows the growing awareness of the participantsr dke need to know the

grammatical rules as well as the social etiquettéhe target language in dealing
with passengers and travelers appropriately. Aalutitily, the need for providing and
explaining information about flight itineraries amther services and the need for
apologizing when mistakes made were the mostly eitemely needed by more
than 56 percent of the employees. This also shbevsniportance of these speaking
skills for the employees. Further, offering assista was another speaking skill
which was considered to be mostly and extremelylegdy around 70 percent of
the participants. This shows that the employeesvilieag to offer assistance in case
of any need. The need for expressing gratitude wiasengers give compliments
and the need for speaking with appropriate wordnation were also regarded to be
mostly and extremely needed by more than seventepeof the participants of the
study. Finally, the need for pronouncing Englishrdgproperly and for speaking
using airline terminology were also thought to bestty and extremely needed by
the airport employees and staff. These also shavgtowing awareness over
standard pronunciation and the need for speciahitelogies as one of the

interviewees also mentioned that they needed daltiios very particular purposes.
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Further, the need for reading passengers' trawelrdents was regarded as mostly or
extremely needed by more than 57 percent of thdoymes while the majority of
the participants stated that they saw very litld®st or somewhat need for other
reading and writing purposes. This again shows tti&tirport employees and staff
saw reading and writing skills as not much needbithvcan be due to the fact that
they mostly need English for speaking and listemangposes.

5.1.4 The Level of Difficulties Experienced in Usig the Four Main Skills

This findings of this section revealed that morantt80 percent of the participants
experienced a lot or most difficulties in listeniagd speaking skills while only 40
percent experienced somewhat difficulties in th&ehing and speaking skKills.
Further, the findings showed that around half orevaf the participants experienced
a little or very little difficulty in reading and mting skills. This is also, as we
mentioned earlier, due to the fact that most of ¢benmunication taking place
between the employees and the passengers areldongh speaking and listening
while reading and writing are only used for venyited purposes. This finding is
similar to the findings of the study by Meemark @2p and Tangniam (2006). They

also found that listening and speaking are consalas the most difficult skills.

However, around sixty percent of the study par#inig said that experienced very
little or least difficulty in their reading skillsThis showed that the respondents
experienced more difficulty in speaking and listenskills than reading or writing
which can be also ascribed to very low need fodiregs that they do in their jobs as
it seems that they read very specific texts whindlythave enough experience or
background knowledge on. This trend was also repeat the writing skill as more

than sixty percent said that they experienced V#ttg or least difficulty in their
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writing skill which can again be related to vemniied writing that these employees
do in English.

5.1.5 The Participants’ Perceptions of English Langage Needs

In the interview section, the majority of the paigiants mentioned that speaking and
listening are the most important and the most reeesid@ls than the reading and

writing skills. The participants were also well awaof the role of English as an

international language and as the medium of comaation with foreign passengers

and travellers. Some of the participants also cmmed their English as enough and
one mentioned that since they needed English fior particular purposes, they pick

up the necessary key words after staying at thégioh while.
5.2 Implications of the Study

English for Specific Purposes (ESP) is an appréadiinguage teaching in which the
language needs of the learners are identified. Mane ESP is designed to meet the
specific needs of a specific group of learners (Bvand John, 1997). As a result, to
identify the learners’ needs we need to analyse tleeds by specific purposes for
which the learners use the language, the typbeofanguage used, the requirements
for beginner level, and the intended target letdli§ & Johnson, 1994). This study
can have several implications for the future redea®ne of the implications of this
research is for the future training purposes. Tisatthe purposes for which
employees expressed the most or extreme needsecancluded in syllabus and
materials designed for particular group of lean&rerefore, specific courses can be
designed to meet these employees’ needs. Moreasd¢he respondents of this study
indicated speaking and listening skill should beluded in the future courses and
should receive priority over reading and writinglisk Moreover, the specific needs

that the study participants mentioned should béuded in the future syllabuses.
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Such a course should also raise the learners’ aesseover the importance of
effective communication while considering politehied the same time. It should
also provide adequate knowledge on pronunciatiaipnation, word stress by
emphasizing the intercultural communication issidereover, the course should
provide some sections on different varieties of IBhgso that these employees
become used to different accents.

The employees also raised their concern over tleel e receive instruction on
speaking and listening skills. Therefore, the airpmuthorities and stakeholders
should provide training on these skills for thetéehent of their services which
could include materials and activities such as-pbdgs in which trainees’ practice

both listening and speaking as well as pronunaiatio

The company should also issue certificates and igeogpecial promotions for
English proficient employees with the highest scoren effort to motivate them.
Moreover, intercultural communication issues shdwdbrought into discussion in
the training sessions especially by teachers anériabadesigners in order to raise
the awareness of the employees over verbal andveidal differences across

various cultures and languages.

Furthermore, the researcher recommends technofdggrated classes for the
employees as teachers of these courses can barefitfrom various online clips,
videos and files which can be used for listeningcpce. Also, transcription of such
files can be used for language analysis and formgrar and vocabulary
development. Moreover, with recent advances inimelia technology, the learners

of these courses can benefit a lot from variougnerdources and even can contact
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people from other linguistic and cultural backgrdsinwhich would help them

improve their speaking and pronunciation.
5.3 Recommendations for Further Research

In this study we attempted to use the most immedatt of the main questionnaire
used in previous studies in order to decrease uh&er of questions. Moreover, the
pilot study helped us to focus on issues that veéreoncern in the context under
study. Such piloting and reduction of the numbeqgoéstions have also improved
the reliability of the questionnaire we used in siedy. Therefore, the future studies
should consider such issues while investigating véw@ous needs of the learners.
Moreover, the researcher recommends that the fudsearch focus on the types of
strategies especially communication strategies ttiatemployees need in order to
communicate with passengers who experience langbagers. One limitation in
this study was that the data came mainly from éspondents’ perceived evaluation
of their skills and needs. For a more objectivedsesnalysis, future research might
include a Standard English Proficiency Test totee# level in specific skills as well
as observation of their actual performances wispagers to see their strengths and

weaknesses in communication.
5.4 Chapter Summary

In this chapter, the four main findings of the stutthe assessment of the employees’
four main skills, The participants’ use of theirufomain language skills anithe
functional needs of English for various purpoghks,level of difficulties experienced
in using the four main skills, the participantstgeptions of English language needs
were described and explained in details by refgrtm the related findings of the
study in chapter four. Moreover, some implicatiaishe study were offered and

some recommendations were made for the future nafsea
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Appendix A: Questions for Semi-Structured Interviews

QUESTIONS FOR SEMI-STRUCTURED INTERVIEWS 3545 gle (534S0 bauips
1. Age jdads:
2. Gender:348, Female (5 Male ,5

2. Educational background
Vo0 Sladly

Bachelor’s Degree juss)sils ag gaelilgp 55348
Master’s Degree yaiule galitgys 5,504
PhD Degree 1,583 saabilgpm 548

Others (please specify) a5 ks AlST p3 GIGAI . oenvvneninennineieneeieieenannn,

1. How many years have you been served in the Erbil International Airport? In
which career field have been serving?

§5aS0 Dded iyl 7 A ¢ GaS0a D js (oAl 903 94 S5 4S5 04t dllu Uiaz 509k

2. While you work as airport officer or employee, in what situations, what kinds of
tasks do you need to carry out using English?

S8k ey Uy 0352 & ) led & AT CuSonylS AISAS) SIAOS ol Ehraudal oy 35 LLOLS
§ adodlSay

Situations tSs)lgs Tasks lSos Communication Types $ilogidd

3. Do you usually get help while speaking in English? If yes, from whom?
Interpreters? Experts? Others?

(5071 SarASAT 5 5098, ST ) HASAI it (a3 33 SAud IUSAI 58009 Tyl LS

4. If you can take an English course, what would you want to learn in the class?
¢ Jb & Cout i Cgod S 45, S )50 S 3Sed 3La) (o3 g yaSed
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5. Could you rank the importance of the four language skills in order of importance
for performing the tasks?
§ S0yl lubalad 4 K0 S 50 39S S 3l (3la) SAS Al s 3 Cuiddla Al (gTos agl
6. What level of each English skill do you think is needed for successful
accomplishment of the tasks given to airport officers? (This question does not ask
your level of English but the required level of English for airport officers.)
45508 Aaud) 33 399945 hu &3 JS0)IS Ibeland ) 3 Alutgly Sl 3Le) o3denylS Ll & 1S
( A5y lyhuded Sol g riuld §)LS190 33 9S04y A o) il il B o)lauyd pdd) ¢ WIS
Language Skills Required Levels
ok) S aniaal LS 3/ Py Sl
Speaking ;s S dwd
Listening ;5,548
Reading sgasaiiss
Writing (pwggd
7. What language area do you think is needed for successful performance in
linguistic knowledge: grammar, vocabulary and pronunciation?
v Ay, Gl ¢ gl ) S91ghd IS plad dda i sl (L S & 59 Sly Al
§ pI9ls L ILSaSies
8. What kinds of content do you think are necessary to be taught in English courses?
§ SO ) udS A o9l gy sl EUS3p0gli 0y3r
9. Have you ever experienced any miscommunications caused by your conversation
partners’ cultural difference? If yes, could you describe those situations?
03 A 5S40 ¢ Slgluz §gL1aS JaSad §2)SIIAS GIUSAY ogulips IASALS S S99)higs) SIS
$ogatasy gg) 4Soylg
10. Do you think that your English knowledge is sufficient for your work?
$ 180,540 09194 Hagoat) L5 Co i) ILansilSan, Ll $aSos Cudd Al
11. How important is English language in your current job?

¢ Gl LS & 4% )8 Wide §5uibid il

73




Appendix B: Questionnaire

Part 1: General information of the airport employee al>aSj oydsilayad $o)bips S Ll
Instruction: Please put X in the appropriate box or fill in the blanks provided.
090545353 S9kaed o8 4 SUSAILER 295 (s glad oS GATEE gr A1 x| I AT

2. Gender: 43, ) Female o Male ya

3. Educational background e3)s9)43 bl
Bachelor’s Degree  jup)sliSas saalily SR
Master’s Degree Sula Shalily e § FUTY

Others (please Specify)asy i Cwos S | 53 94D ...oivniiiniieniiineeeieeeeennn,

4. How many years have you been working at the airport? ............ years:
§ §aSsa)kS dIl> 45,8 &) Wil diaz ogle

5. What is your current position?

§ 03 1S S g

6. Is English important for your present job? Yes ta No a0
§ Ol )18 4 gy 3l () el
7. Does airport provide adequate English courses for you?
8 G183 (13 3 St pns 3l (S1La) (o 3S AL AS] 58 WL
Yes ;14 No ysa

8. For what reasons do you think English training course is important for you? (You can make
more than 1 choice)

( Sl Hagon, 3040 &1 335 1goa) £33 aS,8 licluaia & 33 S5k (L) oudS §3 1y g0

To get promoted in your career in the future
5550013 & SaSo LS AT 0glge)ydualy 4

To improve all skills in English to communicate with passengers in English more fluently.
190 &9 )95 S,LEEAS JaSAT 53,8 Suioptag 9 Sl (sile) AT adelyLS 3,8 Al b

To access all English entertainment channels such as movies, music, magazines, etc.
...... L (HUEES, Liuge, bid ) g LS9 3Sie) IS gLIdS135 o

Others (Please SPecify)........covvviiniiiiiiiiiieee e,
453 )3 4415 5 g
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Part 2: General opinions about language skills in using English: listening, speaking,

reading and writing

- Cpugd , 09ddEgS, 53,Sduad, 53,5308 1638800 ej LD SIS & (IMsLS S0yt GBS 51y 1 999 oy

Instruction: Please put X into the appropriate box.
GRS SalS ey A X Sl D ¢ bedly
1. How do you rate your listening skills in English?
§ CdSoa ylae3d) G K98 (HolS o3

Excellent wisly Good gl Fair &Legl Poor ay Very poor aj i)

2. How do you rate your speaking skills in English?
§ 5aSaayla03dy 3SR (sl i

Excellent usls Good il Fair &gl Poor ay Very poor ay i)

3. How do you rate your reading skills in English?
§ 4803 1303y Dogdiiiiss (S o3z

Excellent wisld Good gk Fair Lsgls Poor a3 Very poor ay i)

4. How do you rate your writing skills in English?
¢ CaaSeayanldy Ssugsh adaylS 552

Excellent wlsls Good il Fair &ogl Poor a3 Very poor ay yi)

5. In your job, how often do you need to use the following language skills?
§ 090195 SAILad Ccuod (la) oS LS A Culiani it il SdSs LS4t

Skills Most A lot Somewhat A little
2MlylS 25 el 28 BIEQULNLITY pas

Least
245 58)

Listening

P88

Speaking
Gay88giss

Reading
TTARTES

Writing
g
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6. Inyour job, what level of difficulty do you encounter for the following language skills?
$ 09105 6333 090,195 AIAS (L) GAILLAILS pAT gdides Saydda) DASAS)AIAIAS (o Ailiuddydd gad uls

Skills Most A lot Somewhat A little Least

ialylS 28 &das 28 by e pas p45,3)
Listening

RIS
Speaking
9 S§8gias
Reading
094dLiIgS

Writing
g

Part 3: The needs in using English skills: listening, speaking, reading and writing.
§ 550 ) (aMS LD IS A LS ety + 3 iy
Instruction: Please put X into the appropriate box.
ol gl oS GaBiSyler Ay MBS WIST s aladly
1. To what extent do you need the following Listening Skills in your job?
§ OASAS)A A 4 090,195 AIAS A3Ad 3 )5398 A AL pdy Cuuigiy o) g LI

Listening Skills ;)33 saal)S Extremely | Mostly Moderately | Slightly | Least
6393 Gy 943 | G5 b Obdiogliabe | aaSas | paS,5)

- Listening to and understanding
what passengers want.

- C0903 o HlkdiaS 48 (RSO 9 55,5368

- Listening to passengers’
Complaints
LB SNLSw & 33,K08

- Listening to personal details
and information

S §)bl) skt &l 50,8058

- Listening to conversations by
phone

- OFaAdAD & 8aTatal 15,048
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2. To what extent do you need the following Speaking Skills in your job?
{ DASaS,60 A & 0g0,lg5 A1AS dvad B80S SaiLLAS pdy Culuply daoal) g S

Speaking Skills
33,889 (el LS

Extremely | Mostly
6345 Gy ghd | §ri

Moderately
Adlddogld ale

Slightly
AaSa

Least
pas 53

- Welcoming, greeting and
farewell to passengers.
R 49,538 9w, (LS 515
ohksidas

- Inquiring about passengers’
information and needs.
$0yk103 63015 Goybdd 53,8 sl
Sl gl 9 o) heidia

- Making polite requests and
refuses

89033y g 093 50, 9 53 551913 (o3 ool 4

- Providing and explaining
information about flight
itineraries and other services.
Skl 094338 (599 9 538 S
$ESad)e8 Se3s g GLSALEAS oyldyea

- Offering assistance.
Bl a8 sy

- Conducting conversations by
phone.

HHRAAD Sliogad ilalax) 4

- Apologizing when mistakes
made.

Lagalan oilagy HSAT 53,8 §ayped 1l

- Expressing gratitude when
passengers give compliments.

ki a8 SLOLS 61598y gus it 1930
. OS0s St

- Pronouncing English word
properly
691945 49§ le) IS Adigg iy 08
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- Speaking with appropriate
word intonation.
Sadigg (o py0add Syl 980 3 S

- Speaking using airline
terminology correctly.

ki LS9 15 Akidy LS A9 o3 pSdusd
9194344 (SHlewld

- Speaking politely according to
grammatical rules and social
etiquette.
$029540 0993y 3 ySeuud
PN AagS LS ADAD 9 LS dila jluly

3. To what extent do you need the following Reading Skills in your job?
T CASAS)A) & & 09015 AIAS 43D 09Aiiler SAIkmAalLS pdy Culugy Hanaly g LS

Reading Skills sgediiss 3aalslS Extremely | Mostly Moderately | Slightly | Least
628 Gyad 9 | iy Olloglale | eS| aaSyj

- Reading passengers’ travel
documents.
GHkeibaS SLSaliallay gogdidss

- Reading emails, faxes.
oS 9 sl SogAidiles

3. To what extent do you need the following Writing Skills in your job?
§ DASAS)dd AT & 090)l95 AIAS dadd (wgsd SaIlurdalyLS pdy Sl gas Hagoaly g 19

Writing SKills {wgsi sl S Extremely | Mostly Moderately | Slightly | Least
633 Gyha 94 | $ydydd Olblogiple | 0dSA | adSyg)

- Conducting telexes correctly
to aviation format.

O30 (338 S0 gl puSls o hdalaed &)

- Writing daily reports.
- 43130y IS8 ) (au g

- Writing messages for
passengers.

- GULAEAS 3 dald (w995

- Issuing airline documents.
- 19483 5b (oLid LS AaiAIAy 3803
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Appendix C: Ethical Committee

Eastern 9 i
Doéu Akdeniz Medlterranean vf(: Mersr'r;-Blu TURKEY
i 2 i = . Tel: (+90) 392 630 1995
Unlversrtes‘ UmverSIty Faks/Fax: (+90) 392 630 2919
"Ufuslararasi Kariyer Igin" “For Your International Career" bayek@emu.edu.tr
Etik Kurulu / Ethics Committee
Reference No: ETK00-2017-0209 03.07.2017

RE: Mazin Abubakir Abdulla (15500473)
Department of Foreign Language Education

To Whom It May Concern,

As part of the 2016-2017 Spring Semester, pertaining to Master Thesis questionnaires
EMU’s Scientific Research and Publication Ethics Committee has granted Mr. Mazin
Abubakir Abdulla (15500473), from the Department of Foreign Language Education
Program, to pursue with his survey entitled Needs Analysis in English for Specific
Purposes for Police Forces at Erbil International Airport. This decision has been
taken by the majority of votes. (Meeting number 2017/45-24)

Regards,

Assoc. Prof. Dr. Siikrii Tiizmen
Director of Ethics Commitee

ST/sky.

www.emu.edu.tr
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Appendix D: Permission Letter to (PCI) Kurdish Version

31801 - §LiusygS wld g (’q@ B3k - haayfS oy IS
A 3yt N A 3590 300309
ol cgfﬂ_? Z'*{J'W'lwﬂ Kurdistan Rogionst Govermment g O3S 4134 Sald ey IS Iyl yiyas
W iy e s
Administration i GJ,!S_)IS

S1382716 ,:.3520'17/032\\@,49, R ST

B

Al gl Ao T 5 S Tt g A Sl
L Spna 5 MW Slult/ o I

sle Yoy a0 (LS Uhase Syt 035 ISBLls ) (5L Sle
ouns— gy I(Estern Mediterranean University))g,_<l;
E—alSas Sl oy L g Sl e b —edl) (so 5393 Sl alanS Yy

.‘5.',;.15:.._..'. ey sewd Ll IS § olhewdd J&d U'“‘-’T.'L,)J OJJQ‘;‘J‘? L s

...C.\ug\,é;n ‘SJ‘SJ&)‘JKL‘:”

B 5T )3 \\ff\._\\
Hilpdd S Ll dEaiii oydoglpds

[ degassy

.O‘S(—::\L‘lb)(m ®

VALA —2017-03-19

address @ Erbil (100) meter street Sarbasti Qr in front of Empire . dkiagd sy (il 532} @au;mgo?d S Am;,.ﬁla_ ,é.uu :':,\..:g,u
: www.erbilresidence.com website | SHiASHL SLho
E mail : info@erbilresidency.com D GRSIA Sy
Phone No : 00964 750 82244 88 - 00964 66 253 9200 : 88443 Soyka
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Appendix E: Permission Letter to (PCI) English Verson

Kurdistan Regional Government  Iraq
Ministry of Interior

General Directorate of Nationality
Directorate of Residence - - Frbil
Administration

Kurdish 2716 19-03-2017 no: 6045

//
3
ﬁea\e/'fo/ Passport and Residencce station in Crbil International Airport

Subject/ Permission

Do Permit and assist Mr. (Mazin Abubakir Abdulla) MA. Student at ((Estern
Mediterrancan University)) at Cyprus about his English master Rescarch for
Interviewing and Questionnaire with Your Officers and Employers on English

language.
For your info and to do what is required
A copy to/
Initials
Legitimate Signature
Brigadier
Yadgar Anwar Faraj
Ihe Director of Erbil Residence Directorate
YALA- 19-03-2017
‘,/"’"‘m
i ) BS
SN
ara Faruk QLN L
D Ldie Dok LI §
Address: Frbil 100 meter street Sarbast Qr infront of Fmpire :"""“‘“Q 2l 2008) o/
Website: www.crbilresidence.com ((,»' 3ixa o7 5 (:Q
Fmail: info@ecrbilresidency.com \f{o,,, L7 ‘-R:.x\: s
Phone no: 009647508224488  00964662539200 R
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