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A Study of the Use of English in an Intercultural Context
between Thai Immigration Officers and Visitors
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Abstract

The goal of this research was to examine the
use of English in an intercultural context between
Thai immigration officers and English-speaking visitors
at Immigration Offices in Phibun Mangsahan and
Sirindhorn Districts, Ubon Ratchathani Province.
The research participants were Thai officers at the
Immigration Office in Phibun Mangsahan District
and Chong Mek Permanent Border Checkpoint in
Sirindhorn District and English-speaking visitors who

used services at those two offices. The total number
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of the first and second participant groups was 15 and
36, respectively. The research combined qualitative
and quantitative methods and drew upon purposive
and random sampling methods. Data-collection
methods included questionnaires, field observations,
and in-depth interviews. The research findings show
that 1) most visitors were generally satisfied with
the services they received at both offices; 2) Thai
immigration officers struggled with problems in
using English with international visitors, which was
evidenced on their use of strategies including short
sentences, code-switching, or depending on Thai-
speaking individuals accompanying the visitors; and 3)
Thai officers also had issues regarding awareness of
cross-cultural differences. The majority of the officers
viewed themselves as ‘police officers’ working for
the state. They thus expected customers to follow
rules, which happened to change often. The lack of
updated information on the Office’s website also
caused trouble to the customers, who expected the

information that was clear and accurate.
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