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CHAPTER 1

INTRODUCTION

Background

In the post global era, communication technologies have transformed organizations all
over the world. More and more arganizations and business enterprises collaborate across
geographic and cuitural boundaries. Ohmae (Schermerhorn; et al 2001: 41, citing Ohmae
1998.) states that domestic seif-sufficiency is no longer viable for any nation or business.
Consequently, it has become the trend for half of the century that most of the western countries
have been expanding their business in the third-world countries in order fo gain access to
higher quality resources, to lower the production cost, and to expand the productivity. Today,
this trend still continues. Among regional countries, Thailand is viewed as the golden land for
external investments because of its fow labor cost, skilled workers, excelient infrastructure and
stable political situation. Over the past decades, a number of foreign business enterprises
opening subsidiary in Thailand have been increasing rapidly. “aclEnglish” is one of those
organizations running its business in Bangkok. it is the largest private English Language
Training Organization in Australia. It was expanded into Thailand since April 2002. Half of the
employees here are from Western countries such as the United Kingdom, the United States of

America, Australia and New Zealand.



Statement of Problem

When companies expand their operations abroad, it means balancing between prospects
of growth and the risk associated with operating in unfamiliar markets. The success of
organizations and their people depend on how well organizations understand the
manifestations of the cultural diversity and its effects in the organizational and international
business contexts (Gold. 2002 : online). Intercultural communication competence is concerned
as one crucial factor to function business abroad successfully. But it is the fact that most
western expatriates working in Thailand often fail to be equipped with the Thai Language and
also the Thai culture which is totally different from theirs. It is typical for them to see
themselves as unique (Reed. 1986: 1) and to be somewhat pargchial, parochialism is not a
good strategy for the future. According to Adler (19397: 10) “parachialism means viewing the
world solely through one's own eyss and perspeciive”. A perscn with a parochial perspective
neither recognizes other people’s different ways of living and working nor appreciates that such
differences have serious consequences.

From the above rationale, intercuitural communication problems arise when the western
expatriates assume that everyone is "just like me” and they take for granted that there is no
difference when interact, negotiate and compromise with Thai colleagues and staff. But the
truth is that there is much discordance between Westerners and Thais in terms of language,

culture, mannerism, working attitude and management style. As a result, they lastly face with

culture shock and often experience difficulties in dealing with their Thai colleagues and staff.



White Thai colleagues and staff also struggle to communicate with them, since they do not
completely understand both English Language and Western culture.

In general, people will not always feel completely comfortable as they attempt to
communicate in another language or as they try to talk with individuals who are not proficient in
theirs (Gudykunst. 1997 : 22). Hence, both groups may have communication difficulties
resulting from limited knowledge of language and culture of their counterpart.

According to Ferraro (1994 : 41) effective communication among people from the same
culture is often difficult enough. But when attempting to communicate with peopie who do not
speak English —and who have different ideas, attitudes, assumptions, perceptions, and way of
doing things-one's chances for miscommunication increase enormousiy.

Obviously, language is concerned as the most distinctive intercultural barrier. Since words
are easily misunderstood in verbal communication. either because the receiver has a fimited
vocabuiary or the sender's accent makes it difficult for the receiver to understand the sound. To
overcome these problems, most people agree in common that learning language can eliminate
the problem. But, it could not help that much since communication breakdown does not result
only from language itself but also from cultural matter. Both, Westerners and Thais, often
overlook the power of cuitural differences. Culture plays a significant role in intercultural
communication since it is viewed as a potential barrier to successful communication. Hall
(1994: 34) points out that Culture is communication and communication is culture. It is the

culture that teaches people in that culture how to think and what to think about



In addition, Jandt (1995; 22) adds that communication is an element of culture. It has
often been said that communication and culture are inseparable.

Consequently, culture and language are intertwined and it is impossible to separate the
two. Language is not merely grammatical rule but it involves cultures. Culure is learned value
which provides people in the culture with ways of thinking—ways of seeing, hearing, and
interpreting the world. In order to communicate well with people from various cultures, it is
necessary to understand their culture. Ferraro (1994: 49} explains that every language is
unique; the linguistic categories of one language will never be identical to the categeries of any
other. Therefore, speakers of any two languages will not perceive reality in exactly the same
way. Even when the western expatriates and Thai colleagues are speaking the common
language; however, the same words can mean very different things. If both groups select
language without being aware of cultural implications or misinterpretation of the cultural signals,
they may at best not communicate well and at worst send the wrong message. The resuit is
conflict, confusion and misunderstanding.

Diversity in cultures nowadays has beceme a preminent influence in many foreign
subsidiaries in Thailand because most people put the first degree on language training but are
unaware of western cuiture literacy. It raises many communication problems which often lead
to job dissatisfaction, staff turnover and transferring and decreasing organizational efficiency.

From the above rationale, intercultural competence is a necessity no matter what
business you are in. {Bovee and Thill. 1998: 60; citing Tamanai 1990.) also support this idea

by mentioning that having a broad cultural perspective is a necessary skill for businesspeople



today and it is needed to develop cultural awareness in order to be successful. Business
success increasingly depends on the ability to display competent communication behaviors with
individuals from other cultures.

The study of intercultural communication is not new. Many scholars and researchers
have been undertaking this kind of research for so long. In this research, aclEnlish (Thailand)
is investigated as a case study since it is a representative for intercultural organization in this
study. This research will explore new aspects about cuftural barriers for effective intercultural
communication.

The findings of this study will benefit two groups of people: western expatriates and Thai
colleagues working for overseas subsidiaries in Thailand. The study can enhance their
understanding about the intercuitural communication problems that usually occur when
communicating with people from diverse cultures. Moreover, the result of this study also
provides some cuitural knowledge to minimize the intercultural communication barrier.

The following part consists of research questions, the objective for undertaking this

research, scope of the study, significance of the study and definition of terms respectively.

Research Questions

The study attempts to answer the following research questions:
1. What are intercultural communication problems at aclEnglish?
2. How cultural differences can affect intercultural communication in aclEnglish?

3. How staffs in the company overcome intercultural communication problems?



Objectives of the Study

Many foreign subsidiaries have been growing dramatically in Thailand. Consequently, the
need for clear communication between people from different cultures becomes more and more
important. In order to give vivid illustration about the cultural barrier to intercultural encounter,
aclEnglish (Thailand) is selected as a case study. The main objectives of the study are:

1. To identify intercultural communication problems in aclEnglish (Thailand).

2. To examine the cultural differences that can affect intercultural communication in
aclEnglish (Thailand)

3. To explore the way that peopie overcome intercuitural communication problems in

aciEnglish (Thailand)

Scope of the Study

aclEnglish (Thailand) is chosen to be the case study of this research. The study will
specifically examine cultural differences between western expatriates and Thai colleagues that
can create intercultural communication barrier and the solutions that both groups of the
workforces here use to surmount the problem in communication. This study also highlights on
the effects of these barriers on work performance of both western and Thai staff when they

have a face-to-face interaction in the company.



Significance of the study

The results of this study will be beneficial not only for the personnel working for aclEnglish
(Thailand) but also others working for other overseas subsidiaries in Thailand to create
awareness and enhance understanding of cultural differences in order to reduce conflict and
misunderstanding. Moreover, it aiso helps to increase intercultural competence for mutual sides

to promote successful intercultural communication.

Definition of Terms

Terminologies in this study are defined as follows:

1. Intercuitural communication is the communication or interaction ameng people of
diverse cultures.

2. Culture is a learned system of knowledge, behavior, attitudes, beliefs, vaiues
and norms that is shared by a group of people and also used by its members during daily
living.

3. A Western Expatriate in this study is a person who comes from Western countries or
in Thai slang called “Farang” and has been living consecutively in Bangkok and also working
for aclEnglish in Thailand

4. A Thai Staff is a Thai subordinate or a Thai colleague who has been working for

aclEnglish in Thailand



CHAPTER 2

REVIEW OF RELATED LITERATURE

This chapter presents a discussion of related studies in the area of intercultural
communication, which are from the previous researches, textbooks and online materials. The
discussion s divided into four sections as follows:

1. Intercultural communication theories

2. Thai cultural values

3. Intercultural communication competence

4. Previous research

1. Intercultural Communication Theories

A. Language and Culture

In order to understand and extend the knowledge of intercultural communication, it is
essential to understand the relationship between language and culture. Before discussing
Janguage and communication theory, the scholars and researchers’ ideas are mentioned to
provide vivid illustration of the relationship between language and cuiture.

Samovar and Porter (1991 : 21) describe the relationship between culture and language
that in many respects the relationship between culture and communication is reciprocal-each

affects and influences the other. What we talk about; how we talk about it; what we see,



attend to, or ignore; how we think; and what we think about are influenced by our culture.
Culture cannot exist without communication; one cannot change without causing change in the
other. Moreover, Toomey { 2004 : online) reconfirms the relationship between culture and
communication that culture is the foundation of communication, and communication transmits
culture. Cultural variables can affect the communication process by influencing a person's
perceptions include attitudes, social organizations, thought patterns, roles, language, nonverbal
language, and time

The most distinctive theory in this area is explained in the following part in order to clarify
intercuitural understanding.

The Sapir- Whorf Hypothesis

In 1928, anthropologist and linguist Edward Sapir published a paper in the journal
“Language” that changed the face of the study of language and culture. Sapir's thesis was that
the language of a particular culture directly influences how people think. Sapir wrote:
B *..the network of cultural patterns of a civilization is indexed in the language which
expresses that civilization....Language is a guide to “social reality”....Human beings do not live
in the objective world alone....but are very much at the mercy of the particular fanguage which
has become the medium of expression for their society.”

In addition, he continued to argue that the way in which people perceive the world around
them, including their natural and social environments, is essentially dictated by their language.

Thus, the speakers of different languages see different worlds.  Strongly influenced by Sapir



was one of his students, Benjamin Lee Whaorf, who further developed this line of thought. In
1840, Whorf wrote:

“_,..the background linguistic system (in other words grammar} of each language is not
merely a reproducing instrument for voicing ideas but rather is itself the shapers of ideas....We
dissect nature along lines laid down by our native language.”

Both Sapir and Whorf suggested that language is more than a vehicle for communication;
it actually establishes mental categories that predispose people to see things in a certain way.
In addition, they also believed that people who speak different languages are directed to
different types of perception and view of the world. Sapir and Whorf's ideas received a great
deal of attention and have become well known as sapir-Whorf hypothesis. Sapir-Whorf
hypothesis (2603 : 207) delineates two principies:

(1) The principle of linguistic determinism, which says that the way one thinks, is
determined by the language one speaks. A number of ethno linguists have attempted
to test this hypothesis. One study by Ervin and Tripp (1964 : 96) concludes “ the very
content of what is said by bilingual people varies accerding to which language is
being spoken.” Working with bilingual Japanese American women in San Francisco,
Susan Ervin- Tripp found that the responses to the same question given at different
times by the same women varied significantly depending on the language used. To
illustrate, when asked in English to finish the statement “Real friends should....,” the
respondent answered, “Be very frank”; when asked the same guestion in Japanese at

a different time, she answered “Help each other”. Or when asked, "When you have



conflict with your family.....,” the response in English was "l do what | want”; but in
Japanese, the response was, "It is a time of great unhappiness.” In other words, when
the question is asked in Japanese, the bilingual respondent is more likely to give a
typical Japanese response, and when questioned in English, she is more likely to give
a typical American response. This kind of evidence supported the validity of Sapir-
Whorf hypothesis mentioned above.

(2) The principle of linguistic relativity, which says that the difference among languages
must therefore be reflected in the differences in the worldviews of their speakers.
These principles raise some important issues for intercultural communication.
If how we think is a reflection of the language we speak, then the speakers of
two very different languages must think very differently.

For the above rationale, the link between culture and communication is vital to understand
intercultural communication because it is through the influence of culture that people learn to
communicate. The way that people view their world is based on their innate cultures. It would
be difficult, if not impossible, to understand a culture without first understanding its language. In
the same way, it would be equally impossible to understand a language outside its cultural

context
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B. Cultural Variability

The work and related researches of famous anthropologist Edward T Hall, Sociologist
Geert Hofstede and Communication expert Marcelle E. Dupraw are studied to analyze
intercultural problems in this study.

Edward Hall's Theory: In a series of books (including The Silent Language, The Hidden
Dimension, Beyond Culture, and Understanding Cultural Differences), anthropologist Edward
Hall contributed a great deal to our understanding of culture. He defined culture as a form of
communication, governed by hidden rules, that involves both speech and actions. He terms
culture “a vast unexplered region of human behavicr that exists cutside the range of pecple’s

conscious awarsness”. Culture sffects evenything—saspecially the relative impertance of tasks

<

and relationship. Hall's theories are discussed as the following:

1. High and low context communication

Hall invented the terms “high context” and “low context” to describe the communication
patterns and preferences of a culture. Neuiiep (2003 : 48} describes that a high context (HC)
communication or message is one in which most of the information is either in the physical
context or is internalized in the people who are a part of the interaction, while very little is in
the coded, explicit, transmitted part of the message. A low-context (LC) communication is just

the opposite; i.e.; the mass of information is vested in the explicit code.

In general, high context cultures place great importance on:
® Ambience

® Decorum
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® The relative status of participants in a communication
® The manner of a message's delivery
On the other hand, low context cultures tend to want to ignore such things and emphasize
the content of communication. In order to avoid culture shock, it is necessary to have a full
understanding of communication context and how it varies culturally. Itis important to bear in
mind that cultural contexts are neither right nor wrong, better or worse; they are just different.
2. Time orientation
Hall also coined the term "monochromic” and “polychromic” time orientation. Hall (2004 :
18) states that " Monochromic lime palterns invcive a linear view of lime as a commodity to be
saved, spent, of squandered. Polychiomic time patieins are more circutar and relaxed and
refiect a view of time flowing around us”. Hall recognized that time orientation helped to set a
cuiturai patterns of communication.

Geert Hofstede’s Theory: In the late 1960s and early 1970s, Hofstede surveyed over

100,000 employees of a large multinational business organization in forty different countries to
measure work-related values. From his study, he discovered four dimensions that provide an
interesting way of analyzing and understanding cultures.

1. Individualism versus Collectivism

For individualistic cultures, emphasis is placed on an individual's goals over group goals
and it stresses on values that benefit the individual person. Moreover, social behavior is

guided by personal goals. The self is promoted because each person is viewed as uniquely
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endowed and possessing distinctive talent and potential. Individuals are encouraged to pursue
and develop their abilities and aptitudes. In many individualistic cultures, people are taught to
be creative, self-reliant, competitive and assertive.

In contrast, collectivistic cultures stress group cohesion and loyalty, placing greater
emphasis on group rather than individual achievement. Unlike the individualist, the collectivist
is emotionally connected to the in-group. The primary value in collectivist cultures is harmony
with others. A person’s behavior is guided more by shame than by personal guilt. A
collectivist who stands out from the group disrupts the harmony and may be punished. Most
collectivistic cultures value sccial reciprocity, obligation, dependence, and cbedience.

2. Power distance

Hofstede (2003 : 65) defined power distance as "the extent to which the less powerful
members of institutions and organizations within a couritry expect and accept that power is
distributed unequally.” Hofstede categorizes cultures as possessing either large or smail power
distance. In culture with small power distance, members in the culture are generally treated as
equal, and decision of its members are reached democratically. In contrast, people in larger
power distance, inequalities among people are both expected and desired.

To conclude, high and low power distance culture may value different types of power.
High power distance cultures tend to emphasize positional power. Positional power is based
on formal authority { e.g., family rank, social rank). People with positional power have control

over rewards, punishments, and information. Low power distance cultures recognize and



respect earned power, which is based on an individual's accomplishments, hard work, and
effort.

3. Uncertainty avoidance

Gudykunst and Kim (2003 : 70) states “communicating with someone from an unknown
cuiture can be uncomfortable because such situations are replete with uncertainty and
unpredictability.” When uncertainty is high, anxiety is usually high, and communication can be
difficult and awkward. This may account for why some people avoid interacting with people
from other cultures. Uncertainty avoidance is defined by Hofstede as "the degree to which the
members of a particular culture feel threatened by uncertain or unknown situations”. Hofstede
contents that this feeling is expressed through nervous stress. For better understanding,
Hofstede categorizes cultures as possessing either weak or strong uncertainty avoidance
orientation. Hofstede (2003 : 71) suggests * In cultures with a weak uncertainty avoidance
orientation, uncertainty is seen as a normal part of life, and each day is accepted as it comes”.
Peaple are comfortable with ambiguity and are guided by a belief that what is different is
curious.

On the other hand, cultures with a strong uncertainty avoidance orientation sense that
uncertainty in life is a continuous threat that must be fought. Life can be stressful, and a sense
of urgency and high anxiety are typical. People in strong uncertainty avoidance culture evade
ambiguity in most situation and look for structure in their business organizations, home life, and
relationships. On the job, there is generally a resistance to innovative ideas and workers are

motivated by job security.



4_ Masculinity versus femininity
Hofstede defines masculinity vs. femininity as "the extent to which people value
achievement and assertiveness over the nurturing of relationships”.

Marcelle E, Dupraw’s Theory: Communication expert Dupraw (2004 : online) suggests

that there are five fundamental patterns of cultural differences which determine intercultural
communication patterns and reflects how cultures impact communication styles and how they
might create problems.
Five Fundamental patterns of cultural difference
1. Different Communication Stvles
The way people communicate varies widely between cultures. One aspect of
communication style is language usage. Across cuiture, some words and phrases are used in
different ways. Another major aspect of communication style is the degree of importance given
to non-verbal communication. Some cultures pay more attention to non-verbal communication
while the others do not.
2. Different Attitudes Toward Conflict
Some cultures view conflict as a positive thing, while others view it as something to
be avoided. In western countries, conflict is not usually desirable; but people often are
encouraged to deal directly with conflicts that do arise. In contrast, in many Eastern countries,
open conflict is experienced as embarrassing or demeaning; as a rule, differences are best

worked out guietly.
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3. Different Approaches to Completing Tasks
From culture to culture, there are different ways that people move toward completing
tasks. Asian culture tends to attach more value to develop relationships at the beginning of a
shared project and task completion at the end resulting from the group collaboration whereas
European-Americans tend to focus immediately on the task at hand, and let relationships
develop at the end.
4. Different Decision-Making Styles
The roles individuals play in decision-making vary widely from culture to culture. In
Western countries, decisions are frequently delegated—that is, people in management level
assign responsibility for a particular matter to a subordinate. On the other hand, in many Asian
countries, there is a strong value placed on halding decision-making responsibilities only for the
authority people.
5. Different Attitude Toward Disclosure
In Asian culture, it is not appropriate to be frank about emotions, about the reasons behind
a conflict or a misunderstanding, or about personal information. But, in western countries it is

acceptable to reveal emotions and ideas



2. Thai Cultural Values

A general summary of Thai values can be made following Kluckhohn and Strodbeck’s
{1996 : 167) value orientation theory, a set of principles guiding the solution of common human
problems. The theory includes four values orientations: man-nature, time, activity, and
relational. The man-nature orientation is the extent to which people are seen as subjugated to,
in harmony with, or having mastery over nature. The time orientation assesses whether people
primarily view the life cycle as predominately past, present, or future. The orientation of activity
indicates whether individuals are perceived as being, becoming, or doing. Finally, the relational
orientation is the degree to which the culture sees interpersonal affiliations as linear, collateral,
or individualistic.

Regarding the man-nalure orientation, Thais see themselves as subjugated to nature.
Their prevailing attitude toward the environment is one of passive acceptance; what will be, will
be. The Thai phrase mai pen rai, translated literally as, “never mind, it doesn’t matter,” reflects
the Buddhist notion of karma, a belief that destiny is fated by previous éxistences. in Buddhist
teachings, one’s time frame is this life and the next existence, a belief which gives rise to the
frequently used phrase, “having to wait for the result until Jate in next existence” (Nakata &
Dhiravegin. 1989: 166). This value contributes to a nonchalance displayed by Thais when
facing seemingly insurmountable problems, is response that frequently strikes outsiders as
unfounded self-confidence (Mulder : 1992). Kulick and Wilson (1992 : 1) observes, “the Thai
accepts events more philosophically ihan the Westerner, he does not strive to methcdically to

control nature and bend it to his will”. Moreover, Thais place greater emphasis on the present,
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rather than the past or the future. Time is seen as a series of cycles with recurring phases, as
opposed to the Western view of time as progress along a straight tine. {Bhamarapravit. 1990;
241). Punctuality, a trait seen as highly desirable in the West, is often overlooked in Thailand.
As Cooper and Cooper (1882 : 97) note, “the idea of a time and place for everything is very
flexible applied in Thailand”.

With respect to the activity crientation, Thais value “being” and see life as something to
enjoy. Spontaneous expressions of enjoyable liveliness characterize Thai cuiture, and a Thai
saying, “Doing whatever pleases one’s mind,” suggests this “being” orientation (Nakata &
Dhiravegin. 1989:183). Furthermore, Nakata and Dhiravegin (1989 ; 182) add, “Thais prefer to
be left alone and to work by themselves”. |n a very real sense, the Thai epitormize the phrase,
‘I am what | am.”

In their relational orientations, Thais place great value on deferential behavior and
submissiveness. Thai society is arranged in a hierarchy such that almost every relationship is
defined in terms of superiority or inferiority. Nakata and Dhiravegin (1989 : 169) write, “Thais
are taught to obey and respect people with higher social status by birth, education, or
knowledge and age". Social harmony is valued by Thais and overt expression of conflict is
discouraged. Indeed, expression of emotion is discouraged and “one’s feelings should be kept
to oneself.” (Mulder. 1992: 71} The Thai term, kreng jai, embodies the relationship orientation
and refers to the desire to be “self-effacing, respectful, and extremely considerate as well as
the wish to avoid embarrassing others or intruding or imposing upon them.” (Fieg. 1989:43)

Klausner (1993 : 258) views kreng jai as diffidence, deference and consideration merged with
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respect”. Kreng jai, probably unique to Thailand, characterizes the daily interpersonal
relationships of Thai people.

In an exhaustive study of Thai values, the first systematic study ever conducted in
Thailand, Komin (1991) followed the same criteria and procedures used by Rokeach (1973).
Her research led to a grouping of nine value clusters based on instrumental values, the means
for achieving certain goals. From these values grouping, Komin (1991 : 132-133) conclude that
“Thai sccial system is first and foremost a hierarchically structured society where individualism
and interpersonal relationships are of utmost importance.” Table 1 presents the nine value

clusters in rank order.

TABLE 1 THAl VALUE CLUSTERS ACCORDING TO IMPORTANCE

1. Ego Orientation

2. Grateful Relationship Orientation

3. Smoeoth Interpersonal Relationship Orientation
4. Flexibility and Adjustment Orientation

5. Religio-Psychical Orientation

6. Educations and Competence Orientation

7. Interdependence Crientation

8. Fun-Pleasure Orientation

g. Achievement-Task Orientation

Source: Komin, S. (1891). Psychology of the Thai people: Values and Behavioral Patterns.
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Thai consistently rank self-esteem or ego orientation as the foremost value. Any
viclations of the “ego” self can result in strong emotianal expressions, but the Thai have
developed an intricate means of avoiding angry displays. Problems are addressed with the
concern for the other person’s "face” or the "ego”. An old Thai proverb cited by Bhamorabutr
(1983 : 7) best demonstrates this Thai value “Speech shows one’s language, and manner
shows one’s breeding.” The high ego-orientation of the Thai culture demands that no one
should be placed in an embarrassing position or shame. Consequently, mest Thai aveid
criticizing the others and are afraid of being criticized. Nakata & Dhiravegin {1989 : 185)
observe, “The Thais are keen to avoid conflict....... and adverse fo criticizing others in their
nresence.” The avoidance of criticism or sccial confrentation preserves sccial harmeny and
requires one to mask one's emotions, particularly socially destructive ones like anger, hatred,
and annoyance. {Klausner. 1993 : 253}

Grateful relationship orientation, the second most important Thai social value, is
expressed by bunkhun, or the reciprocity of goodness. Gratitude occupies a prominent place in
Thai social interacticn. Kindness must be recognized and appreciated as well as returned, and
bunkhun is the foundation of strong relationships and friendship. Klausner (1973 : 275} notes,
“To be kantanyu, or constantly aware and conscious of the benefit or favor another person has
bestowed, is a highly valued character trait in Thai society. On the contrary, one of the most
reprehensible sins in the Thai social context is to be akatanyu, or ungrateful.” Bunkhun
inspires close personal relationship, the key to the stability of Thai social life. {Suvanajata.

1976) Friendship, for the Thai, is a process of continual giving and receiving kindness,
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Dispensing and obtaining favors, and recognizing that time and distance do not mitigate
bunkhun. Komin (1991 : 139) concludes " Thais are brought up to value this process of
gratefulness-the process of reciprocity of goodness done, and the ever-readiness to
reciprocate”

Following “ego” and “grateful relationship,” Thais place high value on smooth interpersonal
relationships. Komin (1991) identifies that values displayed in Table 2 as indicative of the

importance of smooth interpersonal relaticnships. The higher the rank, the more important are.

TABLE 2 VALUES ASSOCIATED WITH SMCOTH INTERPERSONAL RELATICNSHIPS

1. Caring and Considerate

2. Kind and Helpful

3. Responsive to Situations and Opportunities
4. Self-controlled, Tolerant, Restrained

5. Polite and Humble

6. Clams and Cautious

7. Contented

8. Social Relation

Source: Komin, S. (1991). Psychology of the Thai people: Values and Behavioral

Patterns,
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The Thai desire for smooth interpersonal relationship can best be seen through the Thai
expression, jai yen, literally meaning “cool heart.” The opposite, jai rohn, or “hot heart,” refers
to overt displays of anger, impatience, and dissatisfaction. Jai yen, the talent of remaining
calm and in control during difficult situations, is seen as the mark of a successful personality
and much admired by the Thai. Komin (1991 : 148) notes, “Jai yen...... is the core cognition
behind the behavioral pattern of the everyday life social interactions of the Thai. And it is this
value of smooth and pleasant interpersenal interaction that gives Thai people the image of
being very friendly people and Thailand, the Land of Smile.” The soft-spoken Thai politeness,
often attributed to the Buddhist influence, can be seen in such phrases as, maf pen rai
{contented, never mind or it doesn’t matter) and arom dee(always smiling, but without extreme
emotional expression). In their social interactions, Thais place great importance on the comiort
of the other through soothing and nurturing behavior. Indeed, the social harmony is considered
as the norm that Thais must maintain. Thais will often accept invitstions; even through they
have no intention of attending in order to avoid the socially unacceptable abruptness of a
refusal. Goffman (1995 : 167) refers to this Thai tendency as a “front” or a “presentation,”
while Phillips (1965 : 152) uses the term “social cosmetic.” The most important aspect of a
Thai relationship is the comfort and welfare of the people involved rather than objective truth.
The Thai, then, prefer humble and nonassertive people who conduct themselves in a relaxed
and friendly manner.

For Thais, the flexibility and adjustment orientation value emphasizes the situation and the

immediate circumstances, not the ideology. The person and the situation are always given
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preference over the system and principles. For the Thai, nothing is so important that it cannot
be changed. A popular Thai phrase kling wai korn pho sorn wai(do whatever you can at the
moment to survive), portrays the value Thais place on flexibility: everything can be adjusted.
{(Komin. 1991: 49)

The religio-psychical orientation of the Thai is strongly influenced by Buddhism, the
religion of 95% of the population. Buddhism teaches harmony and the impermanence of all
things. Buddhism, as practiced in Thailand, encourages followers to recognize that nothing is
real and that everything is appearance. In addition to the practice of Buddhism, several
superstitious behaviors characterize Thai life. Animism, fortune teliing, supernatural beliefs,
omens, and the magical qualities of amulets and charms are all part of Thai culture. Some
Thais use this kind of thing as guideline for their life.

The value of education and competence is given a moderate level of importance. Form is
almost always valued more than substance or content, and the Thais see education as a
means of increasing social position, gaining increased prestige, or raising one’s salary. In
Thailand, knowledge is not important for knowledge sake. Komin (1991 : 186) suggests, “the
concern with form, rather than content, can be seen in a number of Thai behaviors....... ranging
from bribing to get good grades, to get degree and honorary degrees.”

The interdependence orientation refers to the value of cooperation and cotlaboration,
particularly in rural areas. Fieg (1989 :106) notes the importance of interdependence, trust,
and cooperation by observing, "Rather than getting right down to business, the two parties will

often have drinks or lunch together, search out their common interests, and perhaps meet later



25

to share a favorite pastime. As the social relationship develops, business will be blended in;
and eventually the point being negotiated...... will be resolved.” In general, the Thai people do
help one another and cooperate with one another in such a way as to make these
characteristics dominant values in Thai culture.

As noted earlier, Thailand is often stereotyped as “The Jand of Smile,” no doubt a result of
the value Thais place on fun and pleasure. The Thai term sanuk, meaning to have fun and
enjoyment, actually supports the higher Thai value of interpersonal interaction and social
harmony. The Thai place great value on fun; if something is not sanuk, including work, it is not
worth doing. Komin (1991 : 191) goes so far as to remark that, " Thais are easily hored or
buua, not because of having nothing to do like the Westerners, but because the repetitive
activities they are doing are not sanuk.” Mulder (1892 : 71) confirms the importance of fun and
pleasure in Thai culture by observing,”........ the Thais are masters of relaxation.” The Thai
genuinely enjoy relaxation and can make great pleasure in spontaneous displays of
congeniality and neighborly hospitality. (Nakata & Dhiravegin. 1989: 184) sanuk has a very
popular value; “no one engaging in sanuk would expect to be blamed or criticized. This is
when the smile becomes genuine.” (Kulick & Wilson. 1992: 69)

The Thai value represented by the achievement-task orientation. Thais perceive pleasant,
amiable, social activities as more important than task-related, problem-solving, decision-making
work. This is not to say that Thais do not work hard and strive to achieve. Rather, it is to say
that mere hard work is insufficient. Furthermore, the words “achievement” and “ambition,”

when translated into Thai carry a negative connotation suggesting greediness or selfishness.
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in all aspects of task activity, the higher values must be considered. In this sense, the Thai
can be described as motivated more by social achievement than task completion. Fieg (1989
:64) sees this value as tempered by karma when he states, "Thai parents....... tend not to
encourage their children to be ambitious or pressure them to achieve. If they are destined to
arrive at some position-say to be prime minister-it will simply happen.”

In summary, Komin's work and the comments of other scholars indicate that the primary
characteristic of the Thai value system involves social harmony. Interpersonal relationship are
seen by Thais as the most prominent quality of daily life. indeed, task achievement is
secondary to the maintenance of good interperseonal relationships. Komin (1990 :695})

observes, "Good relations win all, not tasks”

3. Intercultural Communication Competence

Neuliep (2003 : 365) defines intercultural communication competence as “the degree to
which you effectively adapt your verbal and nonverbal messages to the appropriate cultural
context”. This process requires three components: motivation, knowledge, and skill. Motivation
refers to our desire to communicate appropriately and effectively with strangers. Knowledge
refers to our awareness or understanding of what needs to be done in order to communicate
appropriately and effectively. Skills are our ability to engage in the behaviors necessary to
communicate appropriately and effectively. (Gudykunst: 208; citing from Spitzberg8 Cupach

1984).
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Neuliep (2003 : 365) also adds “intercultural competent people successfully and effectively
adapt their verbal and nonverbal messages lo the appropriate cultural context.  Most
important, competence is something that is perceived about another person, rather than
something an individual inherently possesses™. In other words, an individual may appear
competent to one person but not to another.

Verbal and nonverbal appropriateness and effectiveness are two important qualities of
intercultural competence. According to Spitzberg (1984 : 245) “appropriate behaviors conform
to the rules, norms, and expectancies of the cultural context”. For example, "Wai” is the way
Thai People greet each other. The rules associated with "wai" are determined by one’s status
{e.g., age, sex, cccupation, education). The person of lower status is expected to "wai” the
person with higher status. Spitzberg (1984 : 245) continues "effective behaviors are those that
successfully perform and accomplish the rules and norms”. To conciude, the appropriateness
and effectiveness of verbal and nonverbal messages differs considerably across cultures,
Behaviors considered appropriate in one culture may not be wholly appropriate in another
culture.

In addition, Lewis and Slade (1994 :138) mentions that “....when expatriates engage in
interpersonal perception and attribution processes in a cross cultural setting, expatriates need
to do more perception checking than usual, to provide clear and accurate feedback more
frequently, and be prepared to have a high tolerance of ambiguity....". Therefore, effective

interpersonal contact in an intercultural or cross cultural context between people from different
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cultures usually requires more patience, tolerance of ambiguity and regular perception

checking.

4. Previous Research

The related previous researches are studied in order to gain the intercultural
communication background.

H. O’Keefe and W. O'keefe (1997) studied the Chinese and Western behavioral
differences when establishing a joint venture in China. They compared communication
practices and behavior pattern of both groups. They discovered that Western executives face
the difficulties when trying to communicate with Chinese. The study showed that culture places
a great influence on communication practices and behavior pattern of both sides. Moreover,
this study also indicated that cultural differences can hinder effective communication among
people from diverse culture.

Knutson; Hwang; & Metta vivatananukul (1295) did the research entitle A Comparison of
Communication Apprehension Between Thai and USA Students sample: |dentification of
Different Cultural Norms Governing Interpersonal Communication Behaviors. They discovers
that both Thai and USA students, their communication apprehension can be explained through
an analysis of their innate culture. For example, they found out that a common behavior
characteristic of Thai students is avoidance and withdrawal from communication because Thai

culture value silence as a sign of respect for authority while USA people value silence as a
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sigh of enemy. From this research, it can be showed that culture influences the way people
communicate.

Potchanalak Ekwannang’s research (2004) entitled A Study of Verbal Cross Cultural
Communication Barriers among Western expatriates and Thai staff in Thailand, mostly focuses
on language barrier while in this study the researcher furthers her study in the same field but

specifically focuses on cultural differences that influence intercultural communication.



CHAPTER 3

METHODOLOGY

This chapter explains the research methodology, which is composed mainly of the
following sections: subjects, instruments, procedures for data collection, analysis of data, and

analysis presentation

1. Subjects

The subjects of this study were 30 personnel working for aclEnglish(Thailand). They were
divided into two groups: 15 Western expatriates and 15 Thai staff. Both groups were studied
since they had been working together and also faced the difficulties dealing with each others.
They consisted of different-ages both male and female. In addition, they were selected from
every department in the organization. To qualify for this study, they had to meet one
requirement set up by the researcher. That is, they must have at least one year of work
experience in the organization in order that they might have an opportunity to experience

intercultural communication problem.
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2. Instruments

The instrument in this research was two sets of questionnaires for conducting an in-depth
face-to-face interview. One was for the western expatriates and another was for Thai
colleagues. The questionnaire was designed as a measure to examine intercultural
communication problem among Western expatriates and Thais. It was divided into three parts
as following:

Part 1: Personal Information

This section consists of questions asking the respondents to specify their personal
information such as gender, age, length of werk experience, efc. Subjects who have iess than
one year of work experience were asked o end their responses.

Part 2: Intercultural Communication Problem

In this section, the respondents were questioned about intercultural communication
problems in aclEnglish, which they think it would obstruct their work performance. In addition,
most of questions were related to the influence of different cultures creating intercultural
communication problem.

Part 3: Solution for Intercultural Communication Problem

In this section, the respondents were asked about their solution for bridging the different
gap in intercultural communication and the way to overcome the intercultural communication

barriers.
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3. Procedures

In this research, the questionnaire were used as an in depth face-to-face interview in
order to interview 30 aclEnglish staff. They were both Thais and Westerners selected from
every department and every job position. Data collected from this interview were reviewed and

analyzed qualitatively and descriptively.

4. Data Analysis

After the data had been collected, the respondents’ attitudes and ideas were categorized
and comnared hetween two groups: Westemn staff and Thai staff. The receiving data weare
summed in order to classify problems between two groups and then the data were directly

analyzed based on the intercultural communication theories presented in chapter 2. The

researcher will analyze further how these problems could be sclved.

5. Analysis Presentation

The descriptive analysis approach was employed to present the finding of this study in
chapter 4. It will be presented in the category of problems followed by the practical solution.
And finally the conclusion will be drawn and some recommendations will be provided for further

study.



CHAPTER 4

FINDINGS AND DISCUSSION

This chapter will present the results of the analysis of data gathered for this research,
including the conclusion and discussion of the results. The analysis is presented according to
the three research questions described in Chapter one. The presentation is divided into three
parts: demographic information anaiysis, intercultural communication problem and solution for

intercuitural communication.

1. Demographic information analysis

There were 30 returned questionnaires, three of which were invalid because of incomplete
response. As a resuit, 27 (90%) questionnaires were used in this analysis.

The demographic characteristics of Thai Staff are presented in Tabie 1. Most of the Thai
staff at aclEnglish are female (75%), the rest (25%) are male. Most of their ages are in
between 20-30 years old (50%), the rest are between 31-40 years old (33%) and over 40 years
old (17%) respectively. 58.34% of the Thai staff working for aclEnglish are in operation level,
while 25% of them are in middle management level. The rest (8.33%) are in high position level
and part time staff. Most of the Thai staff work less than three years (75%), the rest (25%)

work more than three years.



TABLE 3 DEMOGRAPHIC INFORMATION OF THAI STAFF

Characleristic Number of Responses Percent of Responses

Sex

Male 3 25.00%

Female 9 75.00%
Age

Below 20 0 00.00%

20-30 years 6 50,00%

31-40 years 4 33.00%

Above 40 years _ 2 17.00%

Position in Organization

High Management Level 1 08.33%
Middle Management Level 3 25.00%
Operation Officer 7 58.34%
Part Time Employee 1 08.33%

Length of Working for aclEnglish {Thailand)
0-3 years 9 75.00%

More than 3 years 3 25.00%
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The demographic characteristics of western expatriates are presented in Table 4. Most of
western expatriates at aclEnglish are male {66.67%), the rest (33.34%) are female. Most of
their ages are in between 31-40 years old (46.67%), the rest are above 40 years old {33.34%)
and in between 20-30 years old (20%) respectively. 53.34% of western expatriates working at
aclEnglish are British. 26.67% are Australian and the rest 20% are American. Most of them
are part time employees (66.67%), while few people work in high management level {6.67%).
The rest work in middle management level (26.67%). 46.67% of western expatriates work for
aclEnglish (Thailand) have been working in Thailand about 3-5 years. 33.34% of them have
been working in Thaitand less than 3 years while the rest {20%) have been working in Thailand

more than 5 years. All of them {(100%) have been working for aclEnglish for less than 3 years.

TABLE 4 DEMOGRAPHIC INFORMATION OF WESTERN EXPATRIATES

Characteristic Number of Responses Percent of Responses
Sex
Maie 10 66.67%
Female 5 33.34%
Age
Below 20 0 00.00%
20-30 years 3 20.00%

31-40 years 7 46.67%



TABLE 4 (Continued)

Characteristic Number of Responses Percent of Responses
Age
Above 40 years 5 33.34%
Nationality
British 8 53.34%
Australian 4 26.67%
American 3 20.00%
Pasition in Organization
High Management Level 1 06.67 %
Middie Management Level 4 26.67%
Operation Officer 0 00.00%
Part Time Employee 10 66.67%
Length of work experience in Thailand
0-3 years 5 33.34%
3-5 years 7 46.67%
More than 5 years 3 20.00%
Length of working for aclEnglish (Thailand)
0-3 years 15 100.00%
More than 3 years 0 00.00%

36
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2. Intercultural Communication problems

Most people working at aclEnglish were always communicating verbally as shown in Table
3. 70.37% of the staff always communicated with each other on the telephone. Also, 55.56%
of them always communicated with face to face. Additionally, 48.15% of them always

communicated in-group setting.

TABLE 5 THE FREQUENCY OF INTERCULTURAL COMMUNICATION BETWEEN WESTERN
EXPATRIATES AND THAI COLLEAGUES AT aciEnglish {THAILAND)

FOIC I Communication in | One on One l On Telephona
‘ Group Communication

Alx;ﬁays | 13 . 15 19
Percentage 48.15% 55.56% 70.37%
Often 5 9 5
Percentage 18.52% 33.34% 18.52%
Occasionally 7 3 3
Percentage 25.93% 11.12% 11.12%
Rarely 2 0 0

Percentage 07.41% 00.00% 00.00%
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The data gathered from the interview can answer the research questions as follows:

A. Research Question One

This research question wants to find out what are the intercultural communication
problems at aclEnglish. According to the interview, intercultural communication problems are
as the following;

1. Misinterpretation of the contexts and the contents

Both western expatriates and Thai staff agreed with each other that most distinctive
communication problem was the misinterpretation of the contexts and the contents.

From the interview with Thai staif, most of them admitied that sometimes whan
communicate with western colleagues they did not caught up about what their colleagues said
but they did not ask any questions to clarify conversation. They just guessed what the
meaning should be. For doing that, the misinterpretation occurred and could lead to failure
delivery of their job. After in depth interview with Thai staff, it revealed the main reason why
they do not question about the unclear things was that they did not want to lose their face.
Some of them thought that it was not polite to question people with the higher position so they
kept silent or when the western expatriates asked them in order to check feedback, they
always said “Yes, Yes or O.K, | understand” which would lead to communication breakdown
due to misunderstanding of both sides.

Moreover, Thai staff also mentioned that one cause of the misinterpretation of the
contexts was that some of them lack of knowledge of vocabulary. A good example of a lack of

knowledge of vocabulary that leaded to misinterpretation of the content is shown in Table 6
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TABLE 6 AN EXAMPLE OF LACKING OF GOOD KNOWLEDGE OF VOCABULARY OF THAI
STAFF.

The following conversation took place between a Thai accountant and British Human Resource
Manager.

Jim: Suchat! Have you printed out the working record form for a new temporary staff yet? |
need him to sign his name on that form after he finishes work everyday.

Suchat: | have aiready printed it out but need to check with you about his information.

Jim: You ‘re right, Well....Let me see. His name is Theeradet Somboon and he is a customer
service siaff in the night shift.

Suchat; Weil, and how about his payment? Do we pay him monthiy like our fuil iime staif or
weekly?

Jim: | think we should pay him every fortnight like we do in England. Well, 1 think you've got
all that necessary information? Is there any questicn so far?

Suchat: No, | don’t think so.

*The name in this dialogue is not the real name of the person giving this information

Source: Mr. Sutthipong Sriorathaikul. (2005, 10 May). Interviewed by Ms. Ornvimon

Noreewong at aclEnglish (Thailand)

In fact, Suchat has never heard the word fortnight before but he decided not to ask the

HR manager about the meaning of that word because he did not want his boss to think that he
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was not professional accountant or even stupid. He assumed that he had to do the payment
for the night staff every four days at nighttime before he came back home.

According to Komin (1991) Thai people are concerned for their “face” or even the other's
face. Then, they avoid the situation that will make them lose face by not asking many
questions. They pretend to understand things even if they do not understand them at all.

From Western's attitude, they were not happy with what Thai staff did because it would
delay the delivery of the job or even made the mistake on the job.

2. English accent.

The data gathered from the interview indicated that English accent was one important
factor of intercultural communication prcblems. From the interview with Thai staff, most of
them mentioned that even the Western expatriates are all the first tongue English speakers
from England, Australia and America but their accents vary upon the regions or states that they
come from. And that can be a barrier for them to communicate with each other. For example,
Scottish people always speak quite fast and the sound is in the throat of the speakers, which
make it more difficult for Thai staff to understand.

On the other hand, some western expaltriates stated that some Thai staff spoke English
not clear enough for them to catch up the meaning. They pointed out that some Thai people
did not make the right pronunciation so that sometimes it caused the misunderstanding or it

took time to communicate with each other.
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3. Level of Language
Another significant finding about intercultural communication problems was the level of
language used when both sides communicate. Most of Thai staff admitted that they did not
understand the idioms or formal words or even slang that were used by their western

colleagues.

TABLE 7 AN EXAMPLE OF COMMUNICATION BREAKDOWN DOUE TO THE USE OF IDIOM.

The following conversation took place between a Thai secretary and a British Office manager.
Peter: | saw in the resource booking spreadsheet this mering and | found out that you have
bocked the same venue at the sama time for different evenits.

Porntip: Ch!! Really?

Peter: There might be a mistake with your own schedule so you have to sort things out and
inform me your choice.

Porntip: O.K, Yes....7??

*The name in this dialogue is not the real name of the person giving this information

Source: Mr. lan Brown. (2005, 19 May). Interview by Ms. Ornvimon Noreewong at

aclEnglish {(Thailand)

From this dialogue, Porntip said that she did not quite understand what Peter suggested
her to do. To give a more vivid explanation, Porntip did not know what “sort out” means.

According to Longman Dictionary of Contemporary English (1995 : 1369) the word "sort out” is
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British English meaning to deal with problems. The researcher asked most of Thai staff at
aclEnglish about the meaning of this idiom and found out that 70% of them did not know this
idiom. One possible explanation for this cause is that most of Thai people are not familiar with
the idioms because it is not widely used among Thais.

4. Cultural barrier

Both Thai staff and western expatriates were in general agreement that the most

important communication problem at aclEnglish (Thailand) was the cultural problem. As
mentioned in the Chapter one that culture shapes people to think differently. Then people from
different cultures have different way of thinking and different way of doing things.

From the interview, it was found that when discussed the important issue at a meeting
Thais always reported only the successful job that a person did but rarely mentioned about any
of his or her mistake during the meeting. If there was a slight mistake, Thais often overlooked
but for a quite serious one they asked that person to meet and discuss in person. From the
interview with the Western expatriates, they did not understand Thai culture so they iudged that
behavior as insincere behavior or even thought that the speaker wanted something from the
listener.

On the other hand, western colleagues always reported both good and bad things at a
meeting. Since the western communication style was direct and focused on successful task at
hand rather than the smooth interpersonal relationship, they praised good performance with a
successful task while blamed the failure. A western expatriate added, "In Western societies,

the Westerners’ reaction to failure was an attempt to improve performance”. However, Thai
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staff regarded that behavior as inappropriate behavicr hecause Thai cuiture emphasizes
smooth interpersonal relationship, group harmony and concern for saving face of each other.
Then, from some Thais’ point of view, they were not willing to attend the meeting to avoid the

criticisms and to be afraid of losing face.

B. Research Question Two

The second research question sought to explain how cultural differences could affect
intercultural communication in aclEnglish (Thailand). The researcher analyzed all the data
collected, which were from the interview of both Thai staff and western expatriates, based on
Geert Hofstede's theery (1891) because his thecry is the most refevant theory for this study.
There are four dimensions of his study that has already been described in Chapter 2. but the

result of this study would be explained with two dimensions,

1. Individualism versus Collectivism
Thai national culture is characterized by collectivism so harmony in interpersonal

relations appears to be an extremely important value. Then, Thai people try to "save face”,
avoid embarrassment, and maintain harmony in interpersonal relationship. In general, they will
do their utmost to avoid any personal conflict in their contact with others. For example,
western expatriates stated that when asked Thai staff to give the suggestion they seemed to
agree with what their western colleagues suggested at the first time even they totally disagreed
with that idea. They kept quiet and smiling but after the meeting ended they talked with each

other that they did not agree with the western expatriates at all. For this situation, the
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Westerners revealed that they felt uncomfortable while they asked Thai staff to give a
suggestion and they always said that “Yes, | agreed with you or Yes, | think it was a very good
idea”. And then, the westerners totally felt upset when they found out later that Thai staff
talked behind their back about this topic. This leaded to interpersonal problems such as
personal resentment or avoidance of communicating with Thai staff.

From Thais’ attitude, they believed that openly disagreeing or saying “No” was considered
rude and damaging to social harmeny {Komin. 1991: 35). Moreover, they also added that
criticizing in public made people lose face and damaged their relationships with those who
criticized. According to the reasons mentioned earlier, they did not want to give different ideas
because they did not want to create any conflict and also wanted to shew respect to their
Western boss. In addition to this, when they wanted to give the ideas, which was different
from their western boss or colleagues, they preferred not to speak directly. As a result, all
these lead to misinterpretation of the contexts and contents. The researcher also found out
from this study that Thai competent communicators were people who know how to avoid
conflict with others; control their emction; display respect, tactfulness, modesly and politeness;
and use appropriate pronouns in addressing others.

Furthermore, Thai people believe in "Kreng Jai" (an extreme reluctance to impose on
anyone or disturb another’s personal equilibrium by refusing requests, accepting assistance,
showing disagreement, giving direct criticism, challenging knowledge or authority, or confronting

in a conflict situation) (Komin : 1991). Then, when Western expatriates asked them to help with
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a job even they did not want to but they often accepted to help because of the "Kreng Jai”
concept.

In contrast, when Thai staff asked the western colleagues to help and sometimes they
refused, so Thai staff regarded them as lack of “Nam Jai". However, the western colleagues
did not understand the concept “Nam Jai" as their culture values individualism that is focused
on personal goal and personal satisfaction rather than group goal and sacial harmony.

2. Power Distance

Thai culture is also characterized by high power distance. Thus, status differences
among citizens are often very large. From the interview, the researcher found out that most of
Thai staff at aclEnglish (Thailand) place a value on hierarchy of society, obedience and loyalty
to authority, feelings of duty, responsibility to their family, submission to the group and elders,
desire to comply, and respectful conduct.  Also, Thai staff adopt these beliefs to the workplace
as can be seen that Thai subordinates do not assertively challenge the authority of their bosses
or never question their bosses’ order. At the same time, Thai supervisors generally are not
interested in soliciting opinicns from their subordinates since the traditicnal view has been that
the one in authority is free to exercise power without consulting subordinates. (Sriussadaporn
Charoenngam; & Jablin. 1999: 382). From the interview with Thai staff, they informed that
most of them were used to that system and when the western bosses asked them to make a
suggestion, they kept silence since they did not know what would be the right suggestions. If
they suggested the wrong things, they were afraid of being blamed or even reduced the

chance to be promoted to a higher position. For some Thais’ attitude, they thought that their
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silence was a positive sign of respect. From the difference attitude, most of the westerners
perceived that shyness, or not speaking up were almost always considered a negative trait in
western culture. Some Westerners interpreted that Thai silence as incompetence and not
given any contribution to work. Furthermore, a Western expatriate suggested "Even the very
smart and successful Thai person often expresses a lower opinion than is probably deserved of
his or her own ability, knowledge, skill and successes”. He also added that” Thai people are
not happy when they are requested to give any critical opinion. Many Thai people would prefer
not to say anything if their comments tend to lead to conflict cr interpersonal resentment.”

For example, some Thai staff mentioned that it is typical for them to come to work eariier
and stay later than his or her bosses in order to show respect to the bosses and can be
implied that they are hard warking. However, from the eyes of western bosses this behavior
was not the right behavior since they did not understand Thai culture. They just thought that if
the work-time finished, they should go back or the bosses would think that their Thai
employees were incompetent to complete the assigned tasks on time. The following example
can give a vivid picture of Thai working style affected by the belief in power distance in Thai

society.
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TABLE 8 AN EXAMPLE OF COMMUNICATION IN DIFFERENT WORKING STYLE
AFFECTED BY DIFFERENT CULTURE.

The following conversation took place between a Thai PR Manager and British Project
Manager. They discussed about organizing a summer English Camp at the Riverside Resort in
Kanchanaburi. They had to write invitation letters for the selected schools in Bangkok to ask
them to send their students to attend the camp.

Nattha: | have talked to each school link coordinators and all agree that we should send the
invitation letter to local education Authority (LEA) to inform about our English camp program
and explain the benefit the schoo! would gain after attending the program and ask them o
nzss the program to each schoct inviting them to join the English camp.

Richard: Oh, Nattha!! Why you have to miake our life so complicated iike this? Why don't we
just write to those schools directly? | think that make things easier.

Nattha: | understand your point, Richard. But you have to understand Thai working style.
Richard: | just don’t understand why we can't send the letter to those schools directly.

Nattha: If you do so, | bet that you won't get any reply.

Richard: Why?

Nattha: Since Thai organization is a vertical structural system in which there

must be an unbroken upward flow of documents and approval. All documents that are report

and request of various kinds have to be sequentially transmitted in writing until they arrive at
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the ultimate superior. That is the reason why we have to send the letter to LEA and then ask a
support from LEA to pass down the issue to those schools.

Richard: Even it take so long?

Nattha: Yes, we have to wait.

Richard: | just don't understand why Thai people have to make thing difficult.

Nattha: ! don’t know. That's way people do. | just follow them.

*The name in this dialogue is not the real name of the person giving this information

Source: Ms. Sirayapa Sukwong (2005, 19 May). interviewed by Ms. Ornvimon Noreewong

at actEnglish {Thailand)

From this dialogue, Richard felt upset about the delay of the work process caused by Thai
working system. From the interview, he revealed that he was very angry about what Nattha
mentioned but he has learned that it would create more personal conflict with Nattha if he
showed his anger. To support his situation, Gardiner (1986 : 4) found that Thai students
regarded “keeping calm” and “facial expressions” as the most acceptable expressions of anger.

Moreover, the result also pointed out that 70% of the staff at aclEnglish (Thailand) agreed
that intercultural communication problems could affect their work performance or their working
life in many ways as following:

1. No progress of the assigned work
The finding indicated that the intercultural communication problems could delay the

work process since both sides were not willing to communicate with each other anymore
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because their communication styles were different. And they did not understand each other
much.
2. More time consuming to finish one task
If the situation forced them to communicate with each other, it would take time for both
sides to understand each other. Moreover, the researcher found out that when Thai staff had
problems with the detail of the work. They were not come to their western colleagues or
bosses to clarify the problem. But they appointed the third party to speak for them and that
situation seemed to get worse and worse.
3. Perscnal resentment
The finding also revealed that the differences in communication styles between Thai
staff and western expatriates could lead to personal resentment. According to Roongrengsuke
and Chansuthus (1998 : 207) explain that it has been taught among the Thais that "losing is
winning” or in Thai proverb " Pae Pen Phra Chana Pen Mara” in many conflict situations. As a
result of this value, Thai people who do not respond in conflicts may gain respect from the
other group members or outsiders who observe the situations and thus win recognition frem
outsiders even though they may appear to lose in the conflicts. From this view, the western
expatriates may interpret Thais’ communication strategy in conflict resolution as defeating or
not opening for engaging in a dialogue. And that made the western expatriates more

frustrated.
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4. The increasing turnover's rate
Some Thai staff mentioned that intercultural communication problems could lead to the
high turnover of staff. As mentioned earlier, Thais tend to avoid problems instead of finding the
practical solutions. Then, when they faced the problems and were not comfortable to work with
western expatriates, they often made the decision to quit the job in order to escape from
unpleasant environment. As a Thai proverb said * Kab Ti Yu Dai Kub Jai Yu Yag” This Thai
proverb has its roots in Thai belief, Thais have been taught to escape from unpleasant

environment.

3. Solution for Intercultural Communication problems

C. Research Question Three

For the last research question, it attempted to exptain how staffs in the company overcome
intercultural communication problems. The answers for this question are from the interviews of
both Thai staff and western expatriates. The followings are the ways both Thai staff and
Western expatriates employed to facilitate communication at aclEnglish {Thailand)

1. Be aware
Both sides have to be aware when it comes to communicate with each other.
Western expatriates should be aware that Thai staff are non-native English speakers so they
are often unfamiliar with idioms or even English accent and confused by the shades of

meaning of many English words. Then, the confirmation of what they just said in order to
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ensure that Thai staff received the right message is quite important. On the other hand, Thai
staff should ask question when they feel confused of what the western menticned. Thai should
bear in mind that pretending to understand when they don't can create the communication
breakdown, which can hinder the successful job.
2. Choose words carefully
Words are powerful: they can hurt or support (Reynold; & Valentine. 2004: 63). Both
Thai staff and Western expatriates agree that when they communicate with each other, both
sides should avoid words that disrespect or belittle others. Moreover, they also avoid making
joke to each other because they don't understand each other culture that much. And jokes can
wound, especially the kind that make fun of people beliefs (Reynold; & Valentine. 2004: 84).
3. Select simple words to communicate
Thai staff recommended that western expatriates should select simple and specific as
well as concrete words when communicating with Thai staff in order to avoid ambiguity. Also,
the western expatriates should try to use common words, that is, words normally learned in the
first two years of language study. Avoid uncommon words, such as “shift” for "change”,
“jocose” for “witty”, "contingent” for “"dependent” “efficacious” for “efficient”, or " flux” for
“continual change” “downright” for “completely bad or unpleasant” (Reynolds & Valentine,
2004). It is apparent that many words in English have multiple meanings. For example, the
word "Get” can mean to “buy”, "borrow”, “steal”, “rent”, "receive”, “obtain”, “understand”,

“punish”, "attack”, “become” or “retrieve”. Not surprisingly, most of Thai staff know only the first
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or second most common meaning. Then, the western expatriates should be aware when they
use this kind of words.
4. Avoid idioms and slang
Thai staff mentioned that some western colleagues used idioms, skang, jargon,
buzzwords and acronyms, which are seldom taught in Thai schoals or in formal language
courses, when communicating with them. These can lead to communication problem. Western
expatriates should be aware that Thai staff are often unfamiliar with idioms and confused by
the shades of meaning of many English words. Using phrases like "What's going down?” or
“Was sup?" (To ask what is happening), “Hang in there!” or "Keep on truckin!" (To encourage
nerseverance), or the idiem such as “Raining cats and dogs” (!t is raining very hard), “ Shift
your ground” (To change your opinion) can create misunderstanding when the western
expatriates are unaware of using those phrases.
5. Develop empathy and patience
Most of the interviewees agreed that developing empathy and patience while
communicating with each other was one of the best solutions for intercultural communication
problem. Most of Thai staff suggested that the western expatriates should understand that
some Thai staff were not good at English, so when communicating with Thai staff, they should
speak slowly, use simple sentence, restate what they say in different words in order to ensure
that their Thai colleagues received the right message which is quite important to make

successful communication.
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6. Accommodate: meet your communication partner halfway

From the interview, both sides suggested that trying to familiarize oneself with the
accepted tone and reasoning style of the mutual culture can make them understand each other
more. When the English accent and style differ, the message may be misunderstood or
negatively perceived. As a result, both sides agree in common for being sensitive and making
the necessary adjustment which can go a long way toward building goodwill.

7. Use written cormmunication modes.

80% of the interviewees suggested that one of the practical solutions was written
summaries such as a memo or an email to ensure message clarity. "A usage of memo or email
to confirm the work instructions and explanations are very practical. Moreover, it can reduce
the misunderstanding.”, mentioned by one of Thai Stafl.

8. Be sensitive with the cultural differences

According to Knutson (2003 : 87) , for example, silence or being shy to speak up is
almost always considered a negative trait in Western culture but Thai silence is a positive sign
of respect. To avoid the misinterpretation of the message, both parties should take roles as
both learners and teachers. Thai staff can learn from expatriates about Western culture and
how they can adapt to that culture. At the same time, the Western expatriate can learn about
Thai culture and values. To do so, it can resolve the cuiturai conflict and also enhance mutual

understanding.
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9. Learning Thai language
Learning Thai language was very useful for Western expatriates to communicate with
Thai staff more easily. However, according to the interviews, learning simple Thai words and
basic sentences was useful enough to communicate with Thai staff because most of the Thai

staff were willing to listen to them and also tried to understand their Thai.



CHAPTER 5

CONCLUSION

This chapter presents a conclusion of the study and the limitation. In addition,

recommendations for future research are also provided.

1. Conclusions

Thailand has been gaining attention from the world as a popular tourist
destination and a thriving business area in the Southeast Asia region. After the Asian
economic crisis in 1997, Thaitand encouraged foreign investment in the country in
order to revive its economy. Because of the advancement of communication
technology and transportation, it enables Thailand to conduct business transactions
without geographical barriers. Over the past decades, many foreign subsidiaries have
been growing dramatically in Thailand. Consequently, Thai peopie, once familiar with
a homogeneous Thai population (Fieg :1989 ) and working only in the Thal way, must
learn to adjust themselves to new working environments where they have to

communicate with people from different cultures in multi-national companies.

The phenomenon of a multicultural environment in Thailand is a critical issue to
study; especially, from a communication perspective. Effective adjustment in working

with people from different cultures requires a profound understanding of their partners’
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culture. Since cultures could be considered as a core of successful business across
cultures. With a consideration of multi-cultural workforces increasing in Thailand, this
study was undertaken to investigate the intercultural problems between Thai staff and
Western expatriates and provide some insight into how cultural differences can affect
the communication between them. In addition, this study also examined the practical
solution for the problems. aclEnglish (Thailand) was explored as a case study for this
research. The subjects of this study were 30 personnel working for aclEnglish

(Thailand): 12 Thai staff and 15 Western expatriates.

The results indicated that the most distinctive communication probiem at aclEngiish
(Thailand) was the misinterpretation of the coniexis and the contents. While the rest were ihe
communication breakdowns due to various English accents, the use of difficult idiom and slang

and the cultural barriers.

Moreover, it was apparent that cultural differences could be an important barrier for
successful communication because communication behaviors and styles of both Thai staff and
western expatriates have been greatly shaped by their cultures. Therefore, both groups
develop their distinctive communication styles, leading to various ways to communicate and
interpret the meanings. When both groups had to communicate with each other,
misunderstanding occurred because they perceived things in different ways. From the study, it
appeared that there were two distinguish culture differences that could affect intercultural

communication in aclEnglish (Thailand) as follows:
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a. Individualism versus Collectivism

b. Power Distance

According to these culture's patterns of communication, Thai culture is characterized by
collectivism and high power distance while Western culture is characterized by individualism
and low power distance. From the study, the result supported the theories menticned above by
indicating that 80% of Thai staff working for aclEnglish pltaced a great value on smooth
interpersonal relationship with the others. Therefore, they would do their best to avaid any
personal conflict while 90% of Western expatriates placed a great value on their personal goal
and their personal satisfaciion raiher ihan group goal and sociai harmony. Since boih sides

held the different values, it would lead to communication problems as described in Chapter 4.

Moreover, intercuitural communication research and training in business settings usuaily
assume that Western expatriates hold superior and overlook the “knowledge, skill, and
experience that the host country national brings to the relationship” {Fisher & Hartel, 2003).
The finding supported the statement above that 70% of the Western expatriates working for
aclEnglish failed to equip with Thai culture and Thai fanguage which lead to misunderstanding
due to misjudge of Thai communication pattern. In addition, the result showed that age and
gender of people working in aclEnglish (Thaitand) did not seem to have relationship with the
intercultural communication problems. Both male and female at any age had faced the
problems. However, in this study Western expatriates’ length of work experience in Thailand

showed the impact on intercultural communication probiem. It could be reported that the longer
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Western expatriates works in Thailand the more they understand Thai staff. On the other
hand, it appeared that Thai staff's length of work experience with Western expatriates play no
significant roles to better their understanding with Western culture. Thus, their length of work
experience may not help them in this case to adjust themselves to intercultural competence
because Thai staffs play an inactive role when communicating with the Westerner. From this
study, it could support the statement above that most of the That staff just waited for command
and order without questioning their boss's order or make any suggestion to their boss to make
the job better. For the solution to the intercultural communication problems at aclEnglish
(Thailand), the result revealed that being aware when communicating with each other,
developing empathy and being patient were the most influent ways to develop intercultural

competent for both groups.

In summary, the study of intercultural communication is not new. Many scholars and
researchers have been undertaking this kind of research for so long. But most of the literature
in communication and business disciplines had paid extensive attention to intercultural
communication in organizations from the expatriates’ side. Issues such as effective personal
selection for international assignments (Jordan & Cartwright, 1998, Kealey, 1996), how
expatriates adjust themselves and work successfully in different cuitural contexts (Jun, Gentry,
& Hyun, 2001), and above all intercultural training for expatriates (Bennett, Aston, &
Colquhoun, 2000; Bhawuk & Brislin, 2000; Landis & Bhagat, 1996) have been seriously
investigated. However, studies that focus on expatriates are partially beneficial as they are

based on the assumption of only Western expatriates’ side. The researcher would say in order
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to achieve intercultura) communication effectiveness, both Western expatriates and Thai staff
must play active roles in their interactions. In an ideal situation of intercultural interactions,
both parties should adapt to one another in their interactions in order to create genuine
collaboration. As a resuit, this study explored the intercultural communication problems from
aspects, Thai staff and Western expatriates, in order to see the problems from both points of

view.

The researcher hope that the result of this study will be beneficial not only to the
aclEnglish (Thailand) staff but also to Thai people and to Western expatriates working for other
international crganizations in order to reduce conilict and misunderstanding due to the lack of

culture knowledge.

2. Limitations of the Study

1. Since this study is a case study of aclEnglish (Thailand), the result might not

indicate all the intercultural problems occurring in other international organizations.

2. The study of intercuitural communication problems in other international
organizations, the findings might be different depending on the characteristics of the

workforces in those organizations.
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3. Recommendations for Further Studies

1. Kreng Jai is the most interesting topic, which is widely discussed by people
who are interested in learning the Thai culture. The closest translation of
Kreng Jai is to be considerate. However, Thai people appear to be Kreng Jai
in many other occasions than what the Westerners do when they show their
consideration. Kreng Jai is expected to be reciprocal in interactions among
the Thais. That is, people are obliged to appear to be Kreng Jai if they
receive Kreng jai treatments from others. If they do not behave to be Kreng
Jai in return, they will be considered insensitive. For the future research, itis
very interesting to compare the Kreng Jai concept with the western’'s
consideration and also study how Thai employees adjust to Westerners who
value being considerate in a Western sense, not Kreng Jai.

2. Another suggestion for future research is to make a comparative study of
characteristics of British boss and American boss. Whether there is any
difference between these two in the eye of Thai colleagues and subordinates.
Since British people in Thai opinion is considered more polite and strict
while American people is very easygoing. The result of this study can be

beneficial for people who work with both American and British in order to

adapt themselves to their working styles.



BIBLIOGRAPHY

Asante, Molefi Kete.; &Gudykunst, William B. (1989). Handbook of International and
Intercultural Communication. California; Sage Publications.

Bhamorabutr, A. (1983). Thai Proverbs. 3 ed. Bangkok: Department of Corrections Press.

Bhamarapravati, N. (1990). The Role of the University in the Introduction of Modern Values
info Traditional Thai Society. In P. Ratanakul & U.K. Than (Eds.), Development,
Modernization, and Tradition in Southeast Asia: Lessons from Thailand. Bangkok:
Mahidol University.

Bovee, Courtland L.; & Thill, John V. (1998). Business Communication Today. 6" ed. New
York: Prentice Hall.

Booher, Dianna. (1994). Communicate with Confidence: How to say it right the first time and
gvery time. McGraw-Hill,Inc.

Bostrom, R. N. (1984). Competence in Communication. Beverly Hills:Sage

Brislin, R. (1993). Understanding Cuiture’s influence on Behavior. New York: Harcourt brace
College Publishers.

Byram, Michael.; & Nichols, Adams.; & Stevens, David. (2001). Developing Intercultural
Competence in Practice. New York: Multilingual.

Condon, J.C. &Yousef. F.S. (1975). Introduction fo Intercultural Communication. New York:
Babbs-Merrill Company

Cohen, E. (1991). Thai Society in Comparative Perspective. Bangkok: White Lotus.

Cooper, R. & Cooper, N. (1882). Cuiture Shock Thailand. Singapore: Time Books.



63

Cross Cultural Communication. (2002). (online). Available: http://www.culture-at-work.com.

Retrieved November 2002,

Dodd, Carley H. (1998). Dynamics of Intercultural Communication. 5" ed. USA: McGraw-Hill

DuPraw, Marcelle E.; &Axner, Marya. (1997). Working on Common Cross- Cultural
Communication Challenges. California: National Institute for Dispute Resolution.

Ferraro, Gary P. (1994). The Cultural Dimension of Interpersonal Business. 2™ ed. New
York: Prentice Hall.

Ferraro, Gary P. (2004). Cultural Anthropalogy: An Applied Perspective. 5m ed, Canada:
Wadsaworth.

Fieg, J.P. (1868). A Common Core: Thais and Americans (E. moriiock,rev.j. Yarmouth, ME:
intercultural Press.

Fisher, G. B., & Hartel, C. E. J. (2003). Cross-cultural effectiveness of western expatriate-
Thai client interactions: Lessons learned for IHRM research and theory. Cross
Cultural Management.

Gudykunst, W., & Ting- Toomey. (1988) . Culture and Interpersonal Communication. Sage:
Newbury Park.

Gudykunst, William B. (1998). Bridging Differences: Effective Intergroup Communication. 3'd
ed. California: Sage Publications.

Gudykunst, W. B., & Kim, Y.Y. (1992). Communication with Strangers: An Approach to

Intercuftural Communication. 2nd ed. New York: McGraw-Hill,Inc.



64
Hall, E. T. (1976). Beyond Culture. NewYork: Anchor Books.

Hall, Edward T. and Reed, Mildred. (1990). Understanding Cuiltural Differences: Germans,
French and Americans. New York: Intercultural Press.

Hammer, Mitchell R. (1989). Intercultural Communication competence. California: Sage
Publications.

Hofstede, G. (1991). Cultures and Organizations: Software of the Mind. New York: McGraw-
Hill.

Hofstede, G. (1980). Culture’s consequences: International Differences in Work Related
Values. Beverly Hills, California: Sage Publications.

Holmes, H., & Tangiongtavy, S. (2003). Working with the Thais: A guide to Managing in
Thaiiand. Bangkok, Thailand; White Lotus Press.

Intercultural Communication Study Guide . (2004). (online). Available:

http:ﬂwwwzsoc.hawaii.edufcssfdept!com/resourcesfintercuitural/Guide.htmI

Jandt, Fred E. (1895). Intercultural Communication. California: Sage Publications.

Jun, S., Gentry, J. W., & Hyun, Y. J. (2001, February). Cuttural Adaptation of Business
Expatriates in the Host Marketplace. Journal of International Business Studies, V.2.
pp.3698-377

Kealey, D. J. (1996). The Challenge of International Personnel Selection. In D. Landis, &
R.S. Bhagat (Eds.), Handbook of Intercultural Training. 2rld ed. Thounsand Oaks,

CA:Sage.



65
Kim, M., Aune, K. S., Kim, H., Hunter, J.E., &Kim, J. (2001, June). The effect of culture and

self-contrual on predispositions toward verbal communication. Human
Communication Research, V.27. pp. 382-408.

Klausner, W.J. (1993). Reflections on Thai Culfture. 4lh ed. Bangkok: The Siam Society.

Kluckhohn, F., & Strodtbeck, F. (1961). Variations in value orientations. New York: Row,
Pterson.

Knutson, Thomas J; et al (2003). A Cross- Cultural Comparison of Thai and US American
Rhetorical Sensitivity: Implications for Intercuitural Communication Effectiveness.
Dissertation (Communication Studies). Sacramento: Graduate School California
State University. Photocopied.

Komin, S. (1990). Cufiure and Work-Related Value in Thai Organizations. international
Journal of Psychology,25,681-704.

Komin, S. (1991). Psychology of the Thai People: Values and Behavioral Fatterns. Bangkok:
National Institute of Development Administration.

Komin, S. (1995). Cross-cultural management communication in Thailand. Paper presented
at the SEAMEO’s RELC Regional Seminar on Exploring Language, cuiture and
Literature in Language Learning, SEAMEO Regional Language Centre, Singapore.

Komin, S. (1998). The world view through Thai value systems. In A Pongsanich (Ed.),
Traditional and Changing Thai World View , pp. 207-229. Bangkok: Chulalongkorn

University Press.



66
Kulick, E., & Wilson, D. (1992). Thailand’s turn: Profile of a New Dragon. New York: St.

Martin's Press.

Landis, D., &Bhagat, R. S. (Eds.) (1996). Handbook of Intercuftural Training. 2"d ed.
Thousand Oaks, CA:Sage.

McFarlin, Dean B.; & Sweeney, Paul D. (1998) International Management. 4"‘ ed, South-
Western College Publishing company.

McGill, A. L. {1995). American and Thai managers’ explanations for poor company
performance: Role perspective and culture in causal selection. Organizational
Behavior and Human decision Processes

Managing Cross-Cuiturai Differences in iniernaiional projects. {2003). {oiiiine).

Available: hitp:/iwww itaintl.com/mngdiiintproj.htm. Retrieved January 2003,

Moore, C.G. (1992). Heart Talk: Say What you Feel in Thal. 2“’j ed. Bangkok: Heaven Lake
Press.

Mulder, N. (1992). Inside Thai Society: An Interpretation of Everyday life. Srd ed. Bangkok:
Editions Duang Kamol.

Nakata, T., & Dhiravegin, L. {1989). Social and Cultural Aspects of Thai Polity. In S.
Prasithrathsint{(Ed.), Thailand’s national development: Social and economic
background. Bangkok: Thai University Research Association.

Norton, R. W. (1978). Foundation of a communicator style construct. Human

Communication Research, V.4. pp. 99-112.



67

O'Keefe H, O'Keefe WM. Chinese and Western Behavioral Differences: Understanding the
Gaps. International Journal of Social Economics, Vol. 24 No.1/2/3,1997 .pp;180-196

Potchanalak Ekwannang (2004). A Study of Verbal Cross Cultural Communication Barriers
among Western Expalriates and Thai Staff in Thailand. Master's Project (Business
English for International Communication). Bangkok: Graduate School.
Srinakharinwirot University. Photocopied.

Pornpitakpan, C. (2004). Trade in Thailand: A three-way cultural comparison. Business
Horizon.

Punturaumporn, B. & Hale, C. (2002). The Thai Style of Negotiation: Kreng Jai, Bhunkun,
and other socio-cultural keys. Paper presented at the annual convention of the
National Communication Assocciation. New Orleans.

Reynolds, Sana.; & Valentine, Deborah (2004). Guide To Cross-Cultural Communicalion.
New York: Prentice Hall.

Roongrengsuke, S., & Chansuthus, D. (1998). Conflict management in Thailand. In K.
Leung & D. Tjosvold (Eds.), Conflict management in the Asia Pacific: Assumptions
and approaches in diverse cultures. Singapore: John Wiley & sons (Asia)

Samovar, Larry A.; & Porter, Richard E. (1985). Intercultural Communication: A Reader.
California; Wadsworth.

Singelis, 7. M., &Brown, W. J. (1995). Culture, Self, and Collectivist Communication.

Human Communication Research, V.21. pp.354-389



h
Sighand, Norman B.; & Ball, Arthur H. (1994). Communication for Managers. 6 ed. Ohio:

South-Western College Publishing company.

Sriussadaporn-Charoenngam, N., & Jablin, F. M. (1999). An exploratory study of
communicalion competence in Thai organizations. The Journal of Business
Communication. V.36. pp. 382-418.

Stage, C.W. (1999). Negotiating Organizational Communication Cultures in American
Subsidiaries Doing Business in Thailand. Management Communication Quarterly.
V.13. pp. 245-280.

Suvanajata, T. (1976). Is the Thai Social System Loosely Structured? Social Science
Review. V.1. pp. 171-187.

Understanding cultural Differences. (2002). (online). Available:

http:/iwww2.mhc.ab.cafusers/cpayne/portfolio/cultcomm/differ sum.htm. Retrieved

December 2002.

Vathanaprida, S. (1994). Thai tales. Folktales of Thailand. Englewood, CO: Libraries

unlirmited.

68



APPENDIX A

COVER LETTER FOR RESPONDENTS



70

Cover Letter

January 20, 2005

Dear Respondents:

| am studying for a Master's Degree of Business English for International Communication
Program, the Department of Western Languages, Faculty of Humanities, Srinakharinwirot
university. | would like you to participate in a study entitle “A Study of Intercuitural
Communication: A case Study of Cultural Influences of aclEnglish{Thailand)” which is part of
my master's project.

This study is a survey about how cultural differences can affect intercultural communicatien in
aclEnglish(Thailand). There is no right or wrong answers. | am interested in knowing how you

feel about certain topics. Your answers will be kept stﬁctiy confidential. Please read each

question and kindly give me your honest opinion.

Thank you very much for your cooperation.

Sincerely Yours,

Ornvimon Noreewong {Anna)

Marketing Assistance/ Counselor
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Research Questionnaire

This questionnaire is designed to explore cultural influences on intercultural communication
in this company in order to eliminate intercultural communication problems and to facilitate
effective intercultural communication.

Your kind cooperation in filling out the following questions will be highly appreciated.

Part1: Personal Information
instructions:
Please fill in the correct information by making an x in front of the appropriate item or writing in

the provided space.

1. Gender
.....Male .....Female
2. Age
.....Below 20 20 = 30
..... 31-40 .....Above 40
3. Nationality
....Britsh Australian
....American New Zealander

..... Canadian ......Other (please specify)
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4. Position in organization
...... High Management Level
...... Middle Management Level
...... Operation Officer
...... Part Time Employee
5. Length of work experience in Thailand  .......... year(s) ... month(s}

6. Length of working for aclEnglish (Thailand)  .......... year(s} .......... month{s}

Part 2;: Intercultural Communication Problem

Piease answer the following questions in clear and concise statement with vivid example.
1. How often do you communicate verbally with Thai colleagues or Thai subordinates in the
following situation?
a) Oral communication in a group setting
] Always [J Often (] Occasionally O rarely
b) One on one communication
[] Always [] Often [] Occasionally [ rarely
c) On telephone

g Always UJ often 0] Occasionally Cl rarely
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2. Have you ever experienced communication breakdown when dealing with Thai

colleagues or Thai subordinates? (If yes, please give example)}

3. How do you cope with these situation?

(] Avoid communication

| Try to describe clearly of what you are communicating

] Others {please specify)

4. Do you think cultural differences can affect the communication between you and Thai

Colleagues or Thai subordinate? (In what way, Please give vivid example)

5. “People from different culture can not communicate well with each other when they come

to have a face to face interaction.” How you feel after reading this sentence. Do you agree

with this? (Please explain)
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6. Please specify the culture differences between your own culture and Thai culture that

might trouble you when dealing with Thai colleagues.

7. Do intercultural communication problems affect your work performance?

(If yes, in what way).

8. If yes, please specify the effecis of those intercultural communication problems on your

daily work.
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Part 3: Solution for Intercultural Communication Problem

Instructions:

Please answer the following questions in clear and concise statement with vivid example.

1. Please specify the practical solutions that you think they might diminish the intercultural
communication problems between you and Thai colleagues in order to enhance mutual

understanding.
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Research Questionnaire

This questionnaire is designed to explore cultural influences on interculiural
communication in this company in order to eliminate intercultural communication problems
and to facilitate effective intercultural communication.

Your kind cooperation in filling out the following questicns will be highly appreciated.

Part1: Personal Information

Instructions:
Please fill in the correct information by making an x in front of the appropriate item or

writing in the provided space.

1. Gender
.....Male .....Female
2. Age
...Below20 .. 20 - 30
...... 31-40 .....Above 40

3. Position in organization
...... High Management Level
...... Middle Management Level
...... Operation Officer
...... Part Time Employee

4. Length of working for aclEnglish (Thailand)  .......... year(s) .......... month(s)
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Part 2: Intercultural Communication Problems

Instructions:
Please answer the following questions in clear and concise statements with vivid examples.
1. How often do you communicate verbally with Western colleagues or Western employers
in the following situation?
a) Oral communication in a group setting
[ Always [ often [] Occasionally (J rarely
b) Cne on one communication
[] Always [] Often [] Occasionally [] rarely
¢} On telephone

O Always O often [ Occasionally O rarely

2. Have you ever experienced communication breakdown when dealing with Western

colleagues or Western employer? (if yes, piease give vivid example)
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3. How do you cope with this situation?
[ ] Avoid communication

O] Try to describe clearly of what you are communicating

[] Others (please specify)

4. Do you think cultural differences can affect the communication between you and

Western Colleagues? (In what way, Please give vivid example)

5. "People from different culture can not communicate well with each other when they
come to have a face to face interaction.” How you feel after reading this sentence. Do

you agree with this? {Please explain)

6. Do you feel confident when approaching Western colleagues or superiors? (If yes,

why. If not, why)
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7. Please specify the Western cultures that might trouble you or make you feel

uncomfortable when dealing with Western colleagues.

8. Do you think intercultural communication barriers can affect your work performance?

(if yes, in what way)

9. Please specify the effects of those intercultural communication problems on your daily

work.
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Part 3: Solution for Intercultural Communication Problems

Instructions:

Please answer the following questions in clear and con?:ise statement with vivid example.

1. Please specify the practical solutions that you think they might diminish the intercultural
communication problems between you and Western colleagues in order to enhance mutual

understanding.
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Cultural Influences of aclEnglish(Thailand), Co; Ltd. Master’s Project, M.A.
(Business English for International Communication). Bangkok: Graduate School,

Srinakharinwirot University. Project Advisor. Asst. Prof. Dr. Amporn Srisermbhok

The purpose of this study was to investigate the intercultural communication
problems between Thai staff and Western expatriates and also provide some insight into how
cultural differences can affect the communication between them. In addition, this study aiso
examined the practica! solution for the problems. aclEnglish (Thailand) was explored as a case
study for this research. An in-depth face-to-face interview with questionnaires for 27 personnel
working for aclEnglish (Thailand), 12 Thai staff and 15 Western expatriates, were administered
and analyzed quaiitatively and descriptively according to the research questions.

The results of the study revealed that the most distinctive communication problem at
aclEnglish (Thailand) was the misinterpretation of the contexts and the contents. While the rest
were the communication breakdowns due to various English accents, the use of difficult idiom
and slang and the cultural barriers. Moreover, it was apparent that cultural differences could
be an important barrier for successful communication at aclEnglish (Thailand). The result also
pointed out that 70% of the staff at aclEnglish (Thailand) agreed that intercultural
communication problems could affect their work performance or their working life in many ways

as following:



1. No progress of the assigned work
2. Mare time consuming to finish one task
3. Personal resentment
4. The increasing turnover's rate
For the solution of the intercultural communication problems at aclEnglish (Thailand),
the result revealed that being aware when communicating with each other, developing empathy

and patient were the most influence way to develop intercultural competent for both group.
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