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ABSTRACT

This study assessed the level of the English oral and written competencies of the SMP1
Business Communication | students of Negros Oriental State University, Dumaguete City,
Philippines, S.Y. 2024-2025. Specifically, this study looked into the level of oral discourse
competence of the students in terms of their overall communicative effectiveness,
language control and resources: vocabulary and grammar, delivery and intelligibility; level
of written communicative competence in terms of content and development, organization
and connection of ideas, linguistic range and control, and communicative effect. The
levels of discourse competence of the ESL students in both oral and written tasks
disclosed that Business Communication | learners were only limited writers and speakers
and failed to come up to the desired level of discourse competence expected of them by
the IT-BPAP and CHED in both oral and written performances. Based on the findings of
the study, it is strongly recommended that a Task-Based Teaching Model be implemented
to help improve the educational process for both the teachers and students even more.
Developing students’ oral and written competencies is deemed necessary in the TESOL
classroom to prepare them for future career development and take on the demands of an
increasingly competitive global market in ASEAN 2025.

Keywords: service management program, business communication, business process
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INTRODUCTION

Communication is central to man’s life (Morreale, et al (2000). In fact, it plays a major role
in nearly every aspect of life. It is noteworthy to mention that with the effective use of the
English language in communication, man can satisfy himself, achieve desired goals in
life, provide opportunities for positive personal relationships in a society, and on a larger
scale, link the world together, for it is the lingua franca used at many international
conferences. It transcends cultural borders, making the entire world establish peaceful
bonds. So to say, the rise of English as a global language plays an irreplaceable role in
the modern society nowadays (Crystal, 2003). It has been a ‘core commodity’ for
successful human relationships both in professional and personal life.

Seeing the great need to continually standardize communication in the academe even
more and to better prepare students for industry jobs with high hopes to raise the
competency of the Philippine IT-BPO industry (Harper, 2008), the Commission on Higher
Education (CHED) and Business Processing Association of the Philippines (BPAP)
signed a memorandum of agreement to integrate the Service Management Program
(SMP) course into the curriculum of 17 state universities and colleges (SUCSs) in the
Philippines last March, 2013.

In the hindsight, only 17 state colleges and universities are adapting a program espoused
by the Commission on Higher Education. Negros Oriental State University is the only
state university in Region VII chosen by the CHED to implement the nationwide Service
Management Program (SMP).

This school year 2024-2025, NORSU offers 21 units of SMP-tracks or areas of
specialization for the IT and Business-related programs. One of the tracks offered is SMP
Business Communication. The course, Business Communication, builds the students’
understanding of, and basic competencies in, effective communication in the workplace.
Students enrolled in Business Communication | are all required to undergo a 600-hour
immersion or on the job training with a reputable Business Process Outsourcing (BPO)
after the completion of the coursework.

As CHED Memorandum Order No0.34, series of 2012 put it, the Commission on Higher
Education in accordance with the pertinent provisions of Republic Act (RA) No. 7722,
otherwise known as the “Higher Education Act of 1994” and pursuant to Commission En
Banc (CEB) Resolution No. 169-2012 dated July 4, 2012, articulated the industry-
standard skills and competencies for the graduates of the Service Management (SM)
Specialization Track. The students are expected to: (1) convey ideas clearly in English,
both oral and written, (2) apply the principles of the different forms of communication, and
(3) prepare, analyze, and evaluate reports, proposals, and concept papers. The track will
help students develop their oral and written competence for future career development;
thus, there is a need to focus efforts on building students’ skills and competencies that
the IBPAP and IT industries deem essential for hiring (Parlade, 2014).
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From the above discourse, it is understood that students must be communicatively
competent, taking into consideration the demands of local and international business
environments to become more globally competitive, particularly in the Information
Technology-Business Process Outsourcing industry. Peterson (2009) stated that
communication skills are important in one’s first contact with his perspective employer.
He added that personnel interviewers note oral communication skills and written skills, in
general, significantly affect hiring decisions.

As what is observed at present by the Business Communication Il teachers, students are
very reluctant to use English in the classroom because most of them have difficulties in
expressing coherent ideas in both written and oral forms. They find English difficult mainly
because they feel that they lack linguistic and verbal resources of the language. This gap,
as worded by Celce-Murcia (2001), keeps them away from becoming competent
communicators of the English language.

Drawing on these insights, the researchers, therefore, sees the importance to assess the
Business Communication students’ discourse competence in both written and oral tasks.
This study is an attempt to discover learners’ language gap so as to design a model that
will effectively address the competency needs of the Business Process Outsourcing
Industry to help the students become more dynamic, effective and competent
communicators who can speak and write with authority on a variety of topics.

The above plausible premise sums up the reasons why the researchers are interested to
find out the level of competence of the Business Communication students before they
submit themselves to the increasingly competitive global market as expected from them
by the Commission on Higher Education.

Research Questions

This study assessed the English communicative competence of the Business
Communication | students of Negros Oriental State University during the school year
2024-2025 as basis for a Task-based teaching model.

Specifically, this study sought answers to the following questions:

1. What is the level of students’ discourse competence in both oral and written
tasks?

2. Is there any significant correlation between the oral and written performances of
the students?

3. Is there any significant concordance in the ranking of the raters’ ratings on
students’ oral and written performances;
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METHODOLOGY

The descriptive and correlational methods of research were used in this study to find out
the discourse competence of the 44 Business Communication students enrolled at
Negros Oriental State University, Dumaguete City, during the first semester of SY 2024-
2025. The respondents were identified using the purposive systematic sampling method.

The oral and written communication tasks were assessed using the adopted Discourse
Competence Tests provided in the Business Communication courseware of the
Information Technology-Business Processing Association of the Philippines for its
intended purpose.

Table 1. The Respondents of the Study

DEGREE PROGRAM FREQUENCY Percentage %
Bachelor of Science in 11 25.00
Information
Technology
Bachelor of Science in 30 68.00
Business

Administration

Bachelor of Science in 3 9.00
Computer Science

TOTAL 44 100.00

The Written English Communicative Test covers one standard question on the roles and
functions of communication while the Speaking Task, Oral Interview, has one standard
guestion on Communication in the Workplace. Moreover, an enhanced version of the
speaking and writing rating scales formulated by the Cambridge Michigan Language
Assessments (2014) was used to identify the level of students’ communicative
competence in terms of their writing and speaking skills with the help of the three expert
raters chosen by the researcher. The Interview Assessment Scale to assess students’
overall communicativeness, vocabulary, grammar, and delivery and intelligibility, and the
Academic Writing Scale to assess their content and development, organization and
connection of ideas, linguistic range and control, and communicative effect, formulated
by the Cambridge Michigan Language Assessments (2014), were used in rating the
students. The video tracks of the interview with the students plus the answer sheets with
their answers of the written tasks were handed to the expert raters for them to rate each
examinee. The raw scores obtained by the participants were tabulated based on the five
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categories in a five-point scale such as 5.00-4.2 for Very Competent Speaker/Writer, 4.19
— 3.4 for Competent Speaker/Writer, 3.39 — 2.6 for Marginal Speaker/Writer, 2.59 — 1.8
for Limited Speaker/Writer and 1.79 — 1.0 for Intermittent Speaker/Writer.

To find the correlation between the oral and written performance of the SMP Business
Communication | students, the Pearson Product Moment Correlation Coefficient was
computed, and T-test was used to test the significant correlation. Kendall’'s Coefficient
Concordance (w) was used to determine the significant concordance in the ranking of the
raters’ ratings on students’ oral and written performance while the T-test was used to test
the significance

RESULTS AND DISCUSSION

Level of Students’ Oral Discourse Competence

Table 2 revealed that the respondents were not competent in the four areas of oral
communication namely the overall communicative effectiveness, language control and

resources: vocabulary and grammar, and delivery and intelligibility.

Table 2. Level of Students’ Oral Competence

Items Weighted Description
Mean
Overall Communicative 2.18 Limited Speaker
Effectiveness
Language Control and 2.14 Limited Speaker
Resources: Vocabulary
Language Control and 2.00 Limited Speaker
Resources: Grammar
Delivery and Intelligibility 2.11 Limited Speaker
Average 2.11 Limited Speaker

They were described as limited speakers with a weighted mean of 2.11. That goes to
say that students could convey information, ideas, and viewpoint in a general manner but
are unable to say fully or exactly what they want to say. Though they could sustain
involvement in an interaction and did some elaboration and initiation, these students still
fell short of some knowledge of basic grammar and syntax with some frequent attempts
at self-correction, pauses, awkward chunking and/or missing grammatical elements that
disrupt communication. Weak points centered around word choice errors, insufficient
vocabulary, hesitations with longer pauses, and insufficient to express meaning beyond
basic ideas. The rate of delivery together with pauses and hesitations was clearly
distracting.
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From the findings underscored, learners should therefore be provided with as much
speaking time as possible, both in and out of the classroom (Nation & Newton,2009).
Valjean (2010) published an article on the analysis of Communicative Competence where
she made it clear, as a reaction to Larsen-Freeman’s elaboration, that successful
communication implies not only a correct use of structure and form, but also to
communicate intelligibly and appropriately for students to achieve a successful
interaction.

Level of Students’ Written Discourse Competence
Table 3 below presents the four areas on written discourse competence, to wit: content
and development, organization and connection of ideas, linguistic range and control, and

communicative effect. The data revealed that the students were described as limited
writers with a weighted mean of 2.36.

Table 3. Level of Students’ Written Competence

ITEMS WEIGHTED MEAN DESCRIPTION

Content and Development 2.36 Limited Writer

Organization and Connection 2.39 Limited Writer
of Ideas

Linguistic Range and Control 2.27 Limited Writer

Communicative Effect 2.41 Limited Writer

Average 2.36 Limited Writer

The findings revealed that students under this category, limited writers, are said to
develop inadequate argument and limited or irrelevant content primarily based on prompt.
Their ideas as observed in their writings showed misunderstanding of audience and
purpose, and inappropriate register had negative effect and hindered the reader’s
comprehension of the text. Students attempted to achieve a range of sentence structures,
but grammar and vocabulary errors were frequent which interfered readers’
comprehension. ldeas were found to be incoherent and were irrelevant to the topic.

On students’ poor performance in writing, Tuomaite (2002) concluded that students’
writing competence has significantly decreased and has become inadequate to the
requirements of standard writing. Other influences, including the rise of technology and
teaching approaches that rely heavily on fragmented activities in foreign publications,
often lead to students' inability to write in a logical and cohesive manner (Flower & Hayes,
1981).
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Significant Correlation Between the Oral and Written Performances of the Students
It was hypothesized that there is no significant correlation between the oral and written

performance of the respondents. To reveal the findings, table 4 presents the data.

Table 4. Test of Significant Correlation Between the Oral and Written Performance
of the Students

Mean Correlation Remarks df
Coefficient
Oral Written

73.80 75.30 0.44 Marked 43
Correlation

Using the Pearson Product Moment Correlation Coefficient, the results revealed that
the computed value of 1.424 is less than the tabled value of 2.02. Thus, the null
hypothesis was accepted. Statistical analysis showed that there was no significant
correlation between students’ written and oral performance. The results of the oral
and written tests of the students were not comparable. Students who were rated
high in the written performance did not have the same rating in the oral performance. In
the same manner, there were students who excelled in the oral performance but did not
excel in the written performance.

This claim runs parallel to the findings of Tuan (2017) in his study on Communicative
Competence of the Fourth Year Students. He revealed that the fourth-year students had
a low discourse competence level of performance. Another study on grammatical,
discourse Competence, and productive skills among first-year ESL learners was
conducted by Lavadia (2023) where he disclosed that students overall grammatical
discourse competence was graded as average, suggesting room for improvement in their
writing skills. Moreover, through a correlation analysis, it was found out that there is no
correlation between the oral and written performance of the students’ communicative
competence.

Significant Concordance in The Ranking of the Raters’ Ratings on Respondents’
Oral and Written Performances

The test of significant concordance was determined on the areas considered in this study.
Using the Kendall’s coefficient of Concordance (w) through the Chi-square (x?), table 5
reveals that the computed value of x? of 42.06 is greater than the critical value of 14.07

with 7 degree of freedom at alpha of 5 percent level of significance as reflected in table 5
below.
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Table 4. Test of Significant Concordance in the Ranking of the Raters on Students’
Oral and Written Performances

Items Tabled Xx>value = Computed x2 value Decision Remarks
Oral and 14.07 42.06 Rejected There is no
Written significant

Tasks concordance.

Thus, the null hypothesis of no significant concordance among the raters’ ratings on
respondents’ oral and written performance was rejected. Statistical analysis showed
that there was a significant concordance of the raters’ ratings on students’ written and
oral performances. It implies that the three raters agreed among themselves on their
ratings of the students written and oral performance. It was found out that the three raters
coincided with their ratings which showed poor performance of the Business
Communication | students in both oral and written tasks in general.

Conclusions

Based on the data gathered, classified, tabulated, computed, and interpreted, the
following findings were drawn.

» On students’ discourse competence in speaking, it turned out that they were only
limited speakers in the English language with an average weighted mean of 2.11.

» On students’ discourse competence in writing, it was found out that they were
limited writers with an average weighted mean of 2.36.

» The null hypothesis of no significant correlation between students’ oral and written
performance was accepted since the computed t-value of 1.424 is less than the
tabled t-value of 2.01. Therefore, statistical analysis disclosed that there was no
significant correlation between students’ written and oral performance. That is
to say, students’ scores in the oral and written tests were not comparable.

» The null hypothesis of no significant concordance in the ranking of the raters’
ratings on the oral and written performance of the students was Rejected since
the computed x? which is 42.06 is greater than the critical value of 14.07 with 7
degree of freedom at 0.05 level. Using the Kendall’s coefficient of Concordance
(w) through the Chi-square (*?), statistical analysis revealed that there was a
significant concordance of the raters’ ratings on students’ written and oral
performances. It implies that the three raters agreed among themselves on
their ratings of the students written and oral performance.
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Recommendations

Based on the findings of the study, it is strongly recommended that the Task-Based
Teaching Model be implemented. Task-based teaching promotes authentic language
use and enhances learners’ speaking and writing competencies (Burton, 2014).

This model follows the 5 eAdEPT Essentials of the IT-BPAP intended to prepare
graduates for deployment into the service industry and will help the faculty take SMP
Business Communication | to a whole new level. This model will help improve the
educational process even more.

Furthermore, this model will aid teachers teaching Business Communication | enhance
their pedagogical strategies and techniques as presented in the proposed outcomes-
based syllabus and the task-based language teaching lesson plans. The model will help
cater effective instruction, foster learning of this global language, and provide students
with what is required most today.

Not only that, the proposed model will enable the school administrators and teachers lay
necessary ground work to contextualize how teaching and learning of English language
should take place to increase the likelihood of perceiving Business Communication track
relevant and practical.
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