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Abstract

The purposes of this research are to investigate the use of Chinese in the shopping mall at
Terminal 21, understand the problems in communication between Chinese tourists and employees, Study
the needs of Chinese language for Chinese tourist service in shopping mall. And therefore to provide
suggestions and solution for future improvement.

The results of the questionnaire survey are as follows: 1. Eighty percent of salesperson cannot
communicate in Chinese with Chinese tourists, while twenty percent of salesperson can communicate in
Chinese with Chinese tourists, but not fluent. The reason is that they did not learn Chinese. 2. There are
little Chinese signages in the shopping mall.3. Chinese voice reminders 4. In social media such as
Facebook or Instagram, the site also has not Chinese information. So, Chinese tourists cannot receive that
information about mall activities and promotion.

The solve the problems there should be Chinese training for the salesperson to provide salesperson

with basic Chinese knowledge, so salespeople can communicate with tourist in Chinese.

Keywords: Chinese Tourists, Service with Chinese, Terminal 21 Shopping mall
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—F¥Z, % 2016 EFPIEK 8.77% TULFIN, 2017 FEREHRILANGHELT 1.82 {038k
(414 3660 1ZIC NI, 5 2016 FEFRIMAMEK 11.66%. H Fi7E S A e a4 w22 F kil
TR K IR A2 b B %, P E & Ed 980 73 AWK, (k. RGN, 2017 4Rk
Zh EF R HCER 2016 EFRDHMEK 11.97%, AZREWCREIE 5200 1085k (46 1047 127t
AN N, FHEHEK 15.78%. FEFFRARITHF 00T, 2018 45 2R [ & 4k J I pr
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ARG 55k FR R o 8 B O R iR I An 28 UM IR T R R e B SR BRI AOHES T, RS AR
NHESN A 47 23 e Ml 48 K P R

Top 10 Nationalities to Visit Thailand . cchtage change (Y-0-v)
China (%Share: 26.55%) I 7114

Malaysia (%Share: 11.46%) +30.99

number (people)
7,934,791

3,423,397

1,381,690 Japan (%Share: 4.62%) '] +8.98

1,372,995 Korea (%Share: 4.59%) I 1+22.31

1,233,138 Laos (%Share: 4.13%) ] +17.00

1,069,149 India (%Share: 3.58%) ] +14.64

946,919 United Kingdom (%Share: 3.17%) I] +4.30

937,311 Singapore (%Share: 3.14%) j +11.04

Total number of tourists (people) :
20,050,995
%Share : 67.10%

884,085 Russia (%Share: 2.96%) -44.97

867,520 USA (%Share: 2.90%) ] +13.62

BE1 2015 4F 10 NS Eh 2 i i i & HE 44

REB R LR SR, 2015 1 10 ANESGERRE RGOS mEL Fios.
PR RHESE—, 7, 934, 791 ANBE 26.55%. 5 &SRV 3, 423, 397 A (11.46%), =
JEHA 1, 381, 690 A (4.62%). BHE A 1, 372, 995 A (4.59%), ZH 1, 233, 138 A (4.13%),
BN 1, 069, 149 A (3.58%), ZE[E 946, 919 A (3.17%), #md 937, 311 A (3.14%), H%
#r 884, 085 A (2.96%), [H 867, 520 A (2.90%).

[ [E B A7 4k (COTRI - Hh [E H B et o ) el RO N 22 R AT T 6 T [
TR AT R o ZARAE TR, PEWEE AT R E SRR . A RE BRI
W77 ORI R EE S 100 5 NIR, BRI R IFEI AT I H K, S 7 R B R AR
J&, RZHE T HEA o N 1 77
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e TR 8 RINZIE 18%, 6-8 K5 43.6%, 3-5 KMIE 37% 1-2 Kb 1%.
2. il N HE R GE
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5. Terminal 21 g4y .08 BIEE

(1) #H55 ROGEK-PHITFH DL

Terminal 21 JE¥IOAVFZ RSIZEEL, thln: /AT, BT, RS, BiiEE. N2
L6 E G R MZEVT RS2 R 3 B 4 J&. 5 ZM 6 JZ. AR5 RS LT S RE U DU B %
PR A i A R0, AT 5 BT SIS RE U DU PR A [ Y A YA, 3 (gt 4 B SIS RV DA X
[P 2o n AR EE B R B o i 2 b L SR, K AR B G U R A0S, L. fRg L X
Jellf, REAA? LR A G I R AT

WHFCE AL R B AR TR 5, kR T 25 A UE NI FCIIREAS, AT T i
T BRI R, RS E R ERPUEETR 5 DA 20% REVLDOERH R R, (HE
DOB VA AN o 4552 53 1] rp [ 2 22 ST U D, A AT o R e [ 2 00, IXRE R T, W
U, BEARMATHSOE A RARGA, (HRATHRE DU 1 (H2 Watsons JEA 1 MPUER
PRS2 AR I k. AT 20 DA 80% ASREULILTEXT o i 248, Kouth
BEEdDOE, BDUE, BCAA R E AR B 5T IEAKEDGE, B DUt AR o EE iy & 08
8, 5T R ANRERR T E i DO, byt SeE R B R 8 . BRI AR T i

(2) 5 5% B DU RE ) BT Dt

DUERET) R 5] — it 1% TRAK
- 0 A 5 A 3 A 0 A 17
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4 0 A 5 A 3 A 0 A 17 A
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. 0 A oA 0 A 0 A 25 A\
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M4, HKE Terminal 21 Jg#rh o8t RPGEM AN 256 N, KT 20% 5 12%
MEEXE “Wr” JFTHIERDGE “m” 55—, AR IR 68% MBI 5. £t “Ul”
IR HDGER 20% Ay “@&7, 12% A 7, A 68% HIIADY “ARMRT. BRxF “az”
JITHEAEHIOGE Ay “ARMK” 100%. BFxf “5” Ji e HuGE, KEHN “MRIK7 100%.
ey B ARV TR R B L, BTLL “WTT 5 U 5T DO R R
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(3) Wty e AR D 3R B I i v )
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RN EYI oG TERE G, A L R 0 B 5 ) R IR I T AN = S 16% BRI EA I
B, R E R AR AR, (EREE. BN EEASIEE, FREETERS R
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FR AT USRI R Rl i A DT Aot o [ 2 R A5 SR B, BAE T R R I O Dt 3
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7. Terminal 21 Jg¥r o3RI AR 55 MR SR

(1) Terminal 21 W¥yHv.CoB 68 A G0 SR 55 WU R %

Terminal 21 WM LR IZES T BTN REEAMIDOES I, OV IE A AEDGE K
TN G . BRSPS RN BB A, (EATIER 2 1 3 2 A DGE 23 LT gs 7
[l 2 e 55 Heth kiR b b [ ONALS S BRI TE LA A IS, el A D 75 )5 B DGR A BN
PR/, BT A BT 1 75 222 S PG K KRR, Terminal 21 WH)H 0o R ZA DOE I 6

V.
BEO, ARE T N A PURVAIE, W SEHCE thaesg i .

(2) Terminal 21 W¥yr.CoBE MR SCHRR R, HIEFRRE, W

W R A R SRR, (HARRE D ARSI, DUB KR AR D o FEIXFER
BT, AW b 0A E 2 DUE AR EL IR I A AN R, AR RE L R B A A 5
TR XERSF R M BE R A R 2 R 5 E R P AP RIIRSS . SR IR R A
DE, HRMFEM EESNAFEARER. SR e msE, RIRFME, SomE%E%,
PUOMBUE 3P WA BHE AR ARIEAE . 1 D st B RO BRI DGE, IR & B ks,
ERSYH,

BRI AR it — L8 PUE IR ST, (EANE A BRI st #R SR AL DU, FT LA RSt 82 1% 45 v [ e
IR 2 MIDUEMRSS .
(3) ANVGE) 6, LB B T g R AR ST 2

FEHERBPGE R AR R R REZ, N FikhER A A R rEsh, S
W8, R NAZIEINTOE) . BT AR EGZ R Terminal 21 TPt LA 1%
ISGEHE, 9 T B BATIRERZ B 2 14 .
(4) HISC3EH

ALRITHRPAMRZIES, WA, 55, DUESSE, 4 TikANE % & 515 535,
HRETH R RAZ . ERXFEEIL T, 8T RAZMDUE S JEE = .09 T i 2 i & Ik
%o FYEEIT M ERRZIET . BT, TOE, DS XRESRXIEERE, WA E S
WE R AIOERBRRT R, Fril&IT MiZsg (i SRy 1k i [ & R 5 A
Ko KEITIHWARZ PEITE, FrUlER SNz DR RS
(5) RIS VUERES) #1552 5

RS TR - DEER T, 7 B B8 Sl w I Ss, [ RN e iH e
NRRTTiE, KRR, NI N G SAZ A DUERE S, T 8 A REER h [ 2l , G N
AR E DUR KT 2K
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(6) Hiik
18 Terminal 21 Wa#rh QHGHIFIAL RA 2 A BURTE 6 25 M2, W AR A
BB, TR R TR, Terminal 21 WHIrF 3 1A b B %245 2406

fFm

AR SR T Terminal 21 WA H T 55 V408 0] /1, JOHORDUERSS JTH, 43Tl
TEVEIEXS 5 5y (RN o AV SO SR A2 @ id /0 Terminal 21 M4 eb OB 07 53 A BOTE 5 LA
ELERAMPUEARE, B8] Terminal 21 MWy C8 BI5 0L, 1 i B W R, T
HEND

/

5% PR R ILE S R, B AR AR T =

MG K E, 7 Terminal 21 WAL SIH, DUERHAALELL T o) &

1. 80% MBHE N RS DUE IR B2V 08 20% 1B 5e G148 FDUE @, (H2
AR o S DR gt 2 At AT 13 TR N b 27 3] HR S

2. 1£ Terminal 21 JE#H L9 SRR ECEIR D

3. WHPSOEE R

4. ARG B Instagram SF8AT SO, FTLARRENGE R AR T 5T A 18
s EE REER .

W LA BRI, BATX Terminal 21 WHrfrO48 H DU @235 oot 77 i

1. Terminal 21 JE#)r OS24 85 N SUERMEEDGERR I, B b SCvEsh 5. 7i4h,
N T AHELE A E 2 R S DEERINLSS, Terminal 21 WM 0] 5547 00E S HES), B b E
HURE N R H B S .

2. AT ik EM A FE PR, Terminal 21 ¥ O T INPGETE R LR SR AR,
tean DAE[RIE 7RI MR R, Fo il SRS,

3. I# Terminal 21 J#H.CoRI3EINBUE) #EHE R, (6T 4 i & 45 5 5
U1 0 S DD AR 5

4. Terminal 21 JEHC A HSCHEEE, BTLAH EVREAS T #EC T E B i (R
FEE I, Xk, WYL RITE R W BN SO BN E 2 b sc gkl DUE h E R i
B R VRGN T R O I A RS S . F Terminal 21 MO ARSS R R, KIRE

pail
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