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# # 4685246828 : MAJOR DEVELOPMENT COMMUNICATION
KEY WORD: INTERCULTURAL COMMUNICATION / ORGANIZATIONAL COMMUNICATION/ THAI /
EUROPEAN/ WESTERN
SOMSUDA  SRIWATTANANONT : INTERCULTURAL COMMUNICATION
BETWEEN THAI AND WESTERN EMPLOYEE AT WORK. THESIS ADVISOR :

THANAVADEE BOONLUE, Ph.D., , 172 pp. ISBN 974-53-1308 -4.

The purpose of this research is to study communication patterns, modes, most
effective channel, problems, and factors making successful communication at work
between Thai and Western employees. The research is qualitative using in-depth
interview technique. A total of 30 employees, 18 Thais and 12 Europeans were

interviewed using open ended structured questionnaires. Results are as follows:

1. Four categories of communication patterns are found, namely
1) downward, upward, horizontal-and cross communication 2) one — way and two - way
communication 3) formal and informal communication 4) verbal and non-verbal
communication.

2. Thai and Western employees use both verbal and non-verbal
communication. The most effective mean of communication is verbal; face-to-face
conversation, writing, and combination of face-to-face communication and writing.

3. Various-problems of intercultural communication-at-work between Thai and
Western employees are 1) language 2) values 3) behaviors and 4) customs, traditions,
and beliefs.

4. The factors which affect communication success are 1) language

2) communication skills and 3) attitude and value adjustments

Department Public Relations Student’s signature.........ccccccvvvvviieinieneennn.
Field of study Development Communication Advisor's signature..........cccccceeeeeeeiiiinnnnns

Academic year 2004 Co-advisor's signature.......cccccccovveeeeeenne
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Questions

. Name, surname, race, nationality and educational background

Company, type of business, position or rank, employment period, number of
subordinates

Usually, what position of your foreign colleagues do you contact?

Do you contact any other foreign colleagues outside your department?

Do you normally talk one way or do you get feed back from the other?

Do you usually listen to others opinions?

How do you feel about your communication between you and foreign
colleagues, formal or informal?

What are the topics you talk to your foreign colleagues most often?

Do you use words or gestures to communicate?

What channel do you use to communicate with your foreign colleagues? Which

channel do you use most? Which channel is most effective?

. How do you feel when you communicate with your foreign colleagues?

Do you find any obstacle or problem with your foreign colleagues when
communicate? If yes, what are examples?

Do you feel whether you have any problem to communicate with your foreign
colleagues? What?

How do you solve it?

What are the factors making communication successful?

2. 1aFeufunmdsInsoumal
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Piﬂﬁ Yumpainui 3 Usually we have lots of discussion because in my
management team we are all different. We have nothing
in common except for working for the same company.

We have different interest. We all do different things in
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the weekend. We are coming from different platform.
We have very strong discussion. If everybody were the
same and everybody agreed, that meant there is only one
person doing the thinking. Good boss is the good

listener.
wla - Tassoaisuininisenlsienin sz IwINE I

= a QSJJ \ % = A %
anluNuuTHIsHULANA19NY m“l:umzllsmmuﬂu

= v

yonnnmnuldtuusEmdeny  sanuaulaaanu

o

Y
isanainonssuluiungagadiuaniaieiu smmniiugiu

Ll

Vo ~ a A v 9 Y A o
ANNU Li'lilﬂ"li’t)ﬂﬂi”lfl‘l/llfll%"l]u DINNAUNNDUNU NNAU

q

] 9 9 [ v o 1T AaA = Aa Ao
IMUNDIADNNU UUNHUTNYANUNUNIIAUAYINAA  UIINA

v
A

Aogilana
Managers or people who knows me quite well, they talk.
I have to be careful not to answer the question myself.
Ask the question, shut up and give them some time.
Sometimes it’s difficult because we want to do things so
fast.
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They respond back but no to the same extend as
Farangs. There are more dialogues with Farangs. Thais
tend to shorten things up. I suppose it’s bad because it
can be mistaken but when you have long sentences, you

can explain better.
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It depends on who you are talking to, foreman, sales

people who speak English. They will respond back.
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I listen and sometimes tell them it’s not right what they
are saying.
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They say something. 1 say something. During the
conversation I try to deliver my message.
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Piﬂﬁ uNMBAUAUN 3 In the management meeting we follow the specific
program and special agenda which normally start with
weekly sales performance, visitors, visiting schedule and
who should be involved in that. Then I would usually
communicate a number of issues that are coming up or
has happened during the week. Then we will go around
the table and everybody will report a little of specific
things that have happened to them. During that
discussion we will take up all issues where they get
through financial issues, HP matters, partnership issue,
business opportunity.
uida — Tumisdszauehousvs vgautivam Tlsunsun

Ha 2 A Ay
RIZLASATT WNNWIAY %Qjﬂflﬂiﬂﬂ‘ﬂglii\lﬂﬁﬁlﬁl@ﬂﬂﬁﬂﬂﬂ
o a Jd |
1szd101908 L!“llﬂﬂJ'lL?Jf]‘Ll @niNﬂﬁﬁﬁmlﬁﬂu L!ﬁ$1ﬂ5ﬂ33
d' 9 [ Qa/l &% Lﬂ' t:' [ Lﬂ' d! o w
YUY AN UUNNUNTDITNYINUN AU LIDIFINIAN
a d? A Y a d? 1 [ 4 c?/‘ 3 =) [
INAUVU Wi@qﬂlﬂﬂﬂluizﬁ’ﬂﬂﬁﬂﬂ1ﬁ MNUULITINISLIYUNU
' - o e Vs, 4 a

LHAZUAASAUISTTEINUNSINULIDINIRNIZIISIIFINA

Y Y ) v
VUAUWIT  sEHINMTenUTeY  131aziiuTeaunedf

FOININITNY - NSNOINTYAAD  WUTHAT - wag Tenanig

£4

§3NVUINY

2 msgemsnuvluiflumams vuneds msaaaedeasnuyanaou lag i
a =2 o ] J A 1 3 v A dgl A g
wmsmwmmtmuﬂuamms msaaammullmﬂmnNmimﬂmmummﬂumsaumm

a o A o A A 1 @ 1 [ J
mammsmm"lﬂmmsmmum U ATOUASTI noa



[

vq ¥ ¢ A
Alndunyelaui 3

[

gltdunbainui 13

1 <3
p814'15A e

79

We talked about personal life, family, golf. On Monday
morning we have a management meeting. The first thing
we talk about is what happened over the weekend. What
have people been doing? How did the golf go? Have they
watched football matches? We talked about 5 minutes
and then we get on with the management meeting.
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In Scandinavian management style, it’s flat organization.
We discussed a lot. In management team level, we know
each other long time and in a Danish company, we
encourage what we call “informality’”. People call me
“Jan”, not Mr. Pedersen.
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éﬂﬁ' uNHAAUN 20 People who I communicate very often is informal even

though it’s about work. It’s not that I go to them and
talk about work. Every time I go to them and I talk
about something else, make some jokes. During the
conversation, it’s a little bit about work. My task is to
change the organization to make it a better one and I
need people to trust me. If I go to them and say it very
straight forward, on the long term it might have a bad

influence. It’s a German style and I don’t like it.
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éﬂﬁ' Fumbaiaui 7 We are very free. Nobody has to look at me as a
president. I want them to talk from heart and don’t be

shy. It’s informal no matter who and what we are talking

about.
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I think this is very different from organization to
organization as it has very much to do with the
leadership style. Personally I have always had a very
relaxed way of communication, so for me the style will
have to be called rather “informal”.

a g A A 1 1 J A
wla — ANAAIIYNITINUANAIIYDABLBIANT 11103910
dgl "o W I 9 o [ o AAas A ~
yuagnuanyuzaNuilugi TagamdmuiIsmMsdosn
' vt o = o e
Nwnnlagaaoa aadudmsusy-gUuuutaiueoy Ty

NNNT

I feel it’s informal even about work. That also depends
on the nature of me. I’'m a Danish, so it’s giving less
formal way.
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é}m} uMHIAUN 2 E-mail is unavoidable these days and in all fairness it is
a very effective. mean of communication.. E-mail is also

a part of the daily communication.
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éﬂﬁ' umpalaud 23 If somebody is not around and I have to remind them to
do something, either I will call them but I know they are
likely to forget to do. Then I'll go for e-mail. If it’s
difficult topics, I’ll end them email by asking them to
contact me because I have seen in the beginning. If they
don’t understand, they will postpone or simply forget
about it.
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Piﬂﬁ umwsiAud 20 I try to talk in person. I’'m located in 15" floor and most
of my colleagues are on 16" floor. Usually I go there
many times a day. Then I can see how they react if they
understand me. It doesn’t matter what they say to me but
I can see how they react. That’s important. I have a

chance to explain if I see that they don’t understand.
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Piﬂﬁ UMHLIAUNI I know I sometimes throw papers down on someone
table but this is unfortunately the European way and we
don't take it for anything.
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é}m} umbalauiil I try not to show my anger although I have bad temper. I
don't think I ever shouted to anyone in the office in my
15 years working here. I have seen bosses that are tough
to people shouting to them. Then they have bad
relationship with employees and they don't get anything
out of it apart from problems. I try to be in some way

Thai; no screaming, no shouting.
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If you loose your temper, then you don’t get respect that
is required. When I get angry, I get internally, not so
much externally. The way you use your arms and raise
your voice.
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éﬂﬁ' fumalnuil I try my best to dress nice and professional. I'll not
accept if everyone show up in T-shirt and blue jeans as
it's not decent dress code. There are occasion that I feel
that someone should have done a little bit more when we
go out for big meetings. I'm happy that the girls don't
show up in blue jeans and low waist because it's not

really the place. Most of them look business-wise.
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I normally dress in shirt and neck tie. I’'m able to wear
jeans as I don’t strict by the company policy but it gives
some kind of seriousness that I’'m serious about my
work when I’m there.
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I’m never late and that is showing that I have respect for
people who I’'m working with. If they are late to me, |
consider that as sign or disrespect.
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It’s something to do with the cultures in the company. In
any company, written rules are something people try to
get around but unwritten rules are something people try
to follow. If someone come in the company and dress
the wrong way, behave the wrong way, people in the
company will correct them, not me. If you can make the
most desire culture in the company, then you don’t need
all these written rules.
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It can be anniversary. We have many people that have
been employed many years. Almost every week we have
15 or. 25 years anniversary. We have party and take
pictures. All these are copied and put on our computer
screen with congratulations. This is the way I

communicate in broad case.
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é}m} umbalaud 7 I can show them by doing but I want to tell them that
they did a good job but they don’t understand. I can’t tell
them if they do a wrong job. Then I show the job again.
When [ half finish, then they will find out maybe they do
wrong because | show them two times. I teach the
factory manager and then he shows to the technicians
who will probably get 10 or 20% but then we have to do
10 times, so we are close to our target. It takes a lot of

time.
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- m3tlszay
- Yahoo Messenger

- MSN
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I think the best way i1s talking because in my experience
I can see in their face whether they understand or not. |
can't see if I send emails or sms. That's why I prefer
verbally and look at people' eyes and see if it's blur in
the eyes. Then you know that they don't understand what
you are saying. If their eyes are open and concentrate, it
means at least they try to understand.
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I prefer to stand and talk to them, so I can see if they
understand. I can see their face but I can’t see from the
telephone. It must be face to face. If I ask them if they
understand and they’ll never say “no”. They don’t want
to loose face. If they say “yes”, I can see if it’s true from

their eyes.
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éﬂﬁ' fumbalaudi 1 For account department, everything is figures, budget.
We feed them with figures. They process it and respond
back. The communication with them doesn't need a lot
of words.
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éﬂﬁ' UM biAun 4 Email is fast. Sometimes if you ask someone to do
something, they just say yes but they don’t do it. On the

other hand I can remember it myself. We use email for
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smaller task If it’s bigger, we have a small meeting or

something to make sure that people understand.
. 3 o y o D,

uila - E-mail 570152 mqmqﬂmmaiwmmumqmiw WIN

' 9 nm 1o o 9 v o Y 9y

L‘UW]@‘]_I'J”I"I,ﬂ Lmllll‘ﬂ"l ‘IHTITQ@]iQﬂuGIJ”IiJNllﬂﬂ‘].lﬁ]"lllﬂl,ﬂﬂ 1511%
. ) [ 4 a3 | 4 T I

E-mail dwiuiFeuany duiuseslvuani minegldms

< [ { o 1 1
Yszamangniousedenildilanwanuudals

50% of my time I’m traveling. That’s why I use email
quite much. I can see they are comfortable by email.
They answer straight away.
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I suppose email is what I do most because sometimes
they may have 10 other thing. I’'m afraid they will not be
able to overview too many things. If [ say something, in
my experience forget about it. If I write email, keep that
email and follow up.
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I make notes because I want to be sure that they get the

message.
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I don’t think there is one single communication channel
that necessarily is the best whereas a combination
probably works as there are often many different aspects
involved in whatever we want to come across.
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I only talk in English because I can't speak Thai. In the
company, people are speaking different levels of
English. For people who don't speak English, I have to
communicate through someone else and they translate.
There is another level where we can't make long
conversation and it can't be serious topics. Another level
can communicate with fluent English both speaking and
writing. For an international company like us, the
English standard is too low.
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Thais have different levels and different background.
When you come down in the organization, the level of
understanding English gets of course less and less. That
means when you communicate with management team,
you can communicate one way. When you communicate
with sales representative, you communicate another

way. You speak slower. You are more specific. You are
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more details. You repeat very often. Your

communication depends on who you communicate with.
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There are too many mistakes because of the language.
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I don’t speak Thai and a lot of information gets lost

when you don’t talk the same language. There are some



a1

U

N

J
N

102

colleagues that their English is not as good as mine but
there are also some colleagues that I have to say my
English is not as good as theirs. I’'m not native speaker.
Sometimes I have problems to express what I want to
say. The problems are from both sides.
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Ald Yumeinui 6 For someone who doesn't understand English, I'll have
someone translated to them to make sure they
understand it. Sometimes there can be some
misunderstanding. I doubt it. I use 1 minute to say and
they use 10 minute to translate.
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There are big respect for people in higher level
especially elderly people. They have problems to
communicate asking people in higher position to do
something. In Europe, you can communicate to
everyone, up and down. Moreover, people in lower
position may cover others in higher position. One of the
reasons is they are afraid of consequences if they tell
truth.
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I have problems that no one can loose their face so we
can't really settle problems that come from -certain
person. | know I can't tell them directly what he has
done wrong. It has to be told in a way that the person
doesn't loose his face but sometimes he doesn't get it. It's
difficult to tell them what is wrong and at the same time,
be nice.
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In the west we are generally encouraged to “speak our
mind” whereas in Thailand this is quite often not the
case. International companies bring with them usually
this type of norm. They encourage “openness” and frank
discussions and they are not concerned about

“seniority”.
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They are conflict shy and they don't want to have any
conflict.
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If we have problems, we solve them. Thai people don't.
If T have problems, I'll go to talk to them. This is the way
I am. Many of them don't talk. When we have
employees leaving the company to work some where
else, we would like to know why they don't want to
work with us. Therefore, we can improve ourselves.
Many of them say that they want to go back to family.
You can't find out if it's because of salary, job,
environment, or people they work together. We want to
know so we can make our company a better place to

work.
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I learn to communicate more with Thais but it has cost
company money by mistakes. In the beginning, I would
just say to the secretary to do like that and she forget
about it. It could be some shipments going and some
products going with it. I started to use email. Then she’ll
do it because I can find that email and say to her that I
tell you that day to do this. It’s degree of responsibility.
Thais see it as something everybody has together
whereas Farangs see responsibility as individual. It
makes higher responsibility degree for Farangs because
if everybody has responsibility together, I don’t have to
do it; somebody else will do it for me.
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Very often if you talk about something and not careful,
they say yes but can’t repeat what I say. It’s better that
people don’t say when they don’t understand. We are
from culture to say “ Excuse me I don’t understand what
you are talking about”. Here you need to follow up and
make sure that they understand you. They find it
embarrassing to ask or loose their face.

mla — ‘u'aaﬂﬁzmmﬁﬂmﬂenﬁmﬁumﬁmuaz"lajix’3@ WIN
wazaeuls uswann iaunsonudsiinuga fndd

(] A‘ "9y [ ~ 1 «
ﬂu"luw”mm”lmm% FIUI9INIAUTIIUNWAI voIny Wi

'
= o

1y a o b A A o o 9 o Y
Tudhla@afquiaaya nigaduudesmnunazinla

a q

o 1 9 a 1 1 d' A =
MHi%’NW'JﬂHﬂLGUﬂ%ﬂm WIAINVIAAIUIDWYNIS DTN IDITY

v
L

The longer you stay in Thailand, the more you learn to
know whether they understand although they say yes.
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They do the work wrong because when I explain, they
say “yes”. Even our factory manager misunderstand
many times because he’ll not accept to say “Sorry. I
don’t understand”.
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In Europe if you make mistake, you'll admit it as soon as
possible. We'll get some problem but we get it solved. If
no one makes any mistake, it means they don’t do
anything. That's what we respect and accept. We can get
it fixed once. It's better than you have half of the truth
and you spend effort to solve it. Afterwards you find out
that the problem is even worse and spend even more
time.
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Sometimes we show our emotion, raise voice, show
hands. I haven’t seen people upset or raise their voice
but cry. In all the time working here I have not seen any
Thai raising their voice. Thais are sensitive and you have

to be careful. However, I say the way I want and they
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have to get used to 1it. This is where I don’t
compromised. It’s because they also know that if I raise
my voice, there are something wrong.
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We need to speak the same language.
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Looking at my own background I can only say that the
more you learn of a local language the better you will be
off. 1 have a lot to learn and getting older does
unfortunate not help. I wish I could speak Thai fluently
and T can only recommend to any foreigners coming to
work in Thailand to get some serious language lessons
going. The sooner the better. Armed with the ability and
willingness to learn the language and the culture you
effectively improve your communication skills
immensely.
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Piﬂﬁ uMBLIAUR 5 There are general communication skills. Some people
are good at communication. Some are not. It’s up to the
sender what kind of skills he has.
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Piﬂﬁ fumwsinud 5 Senders must know or have experiences communicating
with receivers. The possibility for making it successful
is higher. When 1 know my secretary, [ can
communicate better. I can see her face if she
understands. It also relates if you are familiar with the
culture and that kind of people. General understanding

on senders’ point of view is important.
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Piﬂﬁ UMbLIAUN 4 Watch how they react and maybe let them repeat the job
and what tasks are about.
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éﬂﬁ' umualaui 8 The sender should be friendly, open, clear, positive and
polite. I believe that will make communication easier
and more successful. People like to communicate with
you when you are nice.
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éﬂﬁ' UM baiAUR 4 To make sure the message to be understood, you always
have to ask yourself if you understand it yourself.
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Alddunwainui 5 If I write an email to someone who doesn’t understand
too high English level and I use too high English level,

then maybe they don’t understand. If I use another
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channel; just talk to them, then I’ll be able to see if they
understand and see they feedback. Then we can have
more dialogue. It depends on context what we are
talking about.
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I still feel there is difference because most if my
colleagues are sitting on 16" floor. I want to move up
but there is no space. When you work on the same area,
just next to; you see them all the time, they see you all
the time, it’s different feeling when you sit where they
don’t see you at all. It’ll be much better if I am on the

same floor, so I’'ll have more contact.
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It’s important to establish a culture in a company.
Something that staff understand and follow. It has to be
done through behaviors. As boss you have to be good
example, such as, being punctual, working well and not
taking advantages if situation spending money on things
that are not necessary. You also have to show good
sample by understanding your business showing
direction of company. The way to form culture is to

show top level as sample.
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The sender and receiver need to focus on the same thing.
For example, someone has to show where the company
is going for so that we all know and go for the same

goal.
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I think first of all, an open mind and a willingness to try
to understand each other’s cultural differences will help
a lot.
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I’'m a foreigner and work in Thailand. I’'m not coming
here to change Thai culture and I don’t change Thai
culture. I'm working in a Thai company which has to
perform, so within the company you can’t change the
Thai but you can teach them how to communicate well

with Farangs. However, it’s not only Farangs who have
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to learn how to communicate with Thais but also thais
have to learn how to communicate with Farangs. That
comes down basically to our expectation. What Thai
staff expects from Farangs and what Farangs expect
from Thai colleagues. Once they are clear about that,
it’ll be a little bit easy to communicate. Both party have
understanding and overcome communication and get
message across and get things done.
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We are difference, different values and cultures. We
should take the best of Thais and Farangs and we can
be much stronger in business.
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You can't change people ; they way they grow up, they
way their parents teach them but you can try to

understand each other.
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Alddunwainud 26 More informal contact will help the communication.
You can meet outside the office. This could improve
relationship and communication.
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Questions

The questions are:

1. Name, surname, race, nationality and educational background

2. Company, type of business, position or rank, employment period,
number of subordinates

3. Usually, what position of your foreign colleagues do you contact?

4. Do you contact any other foreign colleagues outside your
department?

5. Do you normally talk one way or do you get feed back from the
other?

6. Do you usually listen to others opinions?

7. How do you feel about your communication between you and
foreign colleagues, formal or informal?

8. What are the topics you talk to your foreign colleagues most often?

9. Do you use words or gestures to communicate?

10. What channel do you use to communicate with your foreign
colleagues? Which channel do you use most? Which channel is most effective?

1'1. How do you feel when you communicate with your foreign
colleagues?

12. Do you find any obstacle or problem with your foreign colleagues
when communicate? If yes, what are examples?

13. Do you feel whether you have any problem to communicate with
your foreign colleagues? What?

14. How do you solve it?

15. What are the factors making communication successful?
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