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Abstract
This research explores the interactions of peoglesa cultures. It looks into how
cultural distinctiveness and cultural charactarssthay serve as a strategic resource
for organisations. The research investigates whétieesustained success of South
East Asian Airlines in achieving high levels of mmer satisfaction is influenced by
the application of distinctive cultural traditioasd values in the delivery of customer
service. Given that this service is delivered predominantly female workforce, the
research explores cabin crew behaviours and valuesation to assumptions about
gender roles that are found within the airline stdyigenerally and South-East Asian
cultures specifically.
The research is based on a case study of one cgmiiaai Airways. A triangulated
methodology was applied, using a mixture of comp@dmyumentation, observations
and semi-structured interviews. The research anisorm our understanding of the
service interface in a cross-cultural airline eoniment. Of particular emphasis in this
study is the connection between spiritual, cultuedlies and traditional gender roles
within Thai society, which has an impact on thatiehship between passengers and
cabin crew. The thesis illustrates how the undeditey of the relationship between
national cultures and individual characteristics ba refined through the use of a
conceptual framework.
The findings imply that traditional Thai culturahlues underpinned by Buddhist
spirituality play a part in shaping the way cahieve think about their work. These
influences help them to respond positively to conypaolicy, which in turn can help
to achieve Thai Airways’ corporate goals. This sgyebetween company policy,
national culture and spirituality may shape theliquaf the service and help to create
customer satisfaction.
The findings demonstrate that there is a relatignsbtween the satisfaction of basic
Thai female needs and work-life balance. Thai cab&ws who work in a female
environment tend to balance their career, finaaoesfamily so that these needs are
met.
Keywords: Airlines, Culture-Interactive, Cross-Cultural Majeenent, National

Culture, Gender
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CHAPTER ONE

Introduction

Introduction

Investigations into the field of cultural studiegsdecross-cultural management have
been given notable attention in recent years (\&@Nigver et al., 2011). In everyday
life, first impressions are important. For thoseé@mnvice occupations, the interaction
between service receiver and service providerdstsence of the job. Learning
work-appropriate behaviour will often hinge upocagacity to seize and hold the
initiative in the service relationship. In the aid industry, the role of the individual
interacting with customers is the main focus ofuloek. Whether cabin crew go
about their job consciously or unconsciously, ttexd to create an impression for
passengers (Goffman, 1971) by employing a persgpaioach linked to a service

concept the company wishes to impart.

This brief introduction outlines the structure loétthesis. The focus of this research

encompasses more than just personeractions with others in a particular

environment and a specific industrial sector; trganisation, as represented by the
company policy and national culture, is also imgtéal. This research attempts to
capture all these aspects. To do so, it uses adealtheory approach. A triangulated
methodology has been employed, with inputs froravaht persons as well as
information obtained from the company researchetldp and procedures). It is

assumed that national culture is a moderating bkia

The study is guided by a number of propositionmaténg from the literature. These
are:

- The airlines industry functions in an environmehtliversity.

- Airlines, as carriers of people all over the wodéfer opportunities to learn

how to adapt to a multicultural environment.

- A propensity to adaptability on the part of theiwdbual working in the airline

environment can help to resolve difficult situasamn the job.
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- ltis important to learn how to adapt, especiatlyiworld of increased

globalisation.

Background to the research questions

It is important to understand the background ofaageer and why | am interested in
the airline industry. | have ten years experiencéne field of airlines as a passenger
service officer and cabin crew supervisor. | deatlh passengers and had many job
functions in the airline industry. Before | changed role to the academic world, |
worked with three different airlines with threefdiient cultures. This brought my
attention to the organisational culture. The faisline was United which was an
American national airline where it was task orieint€hen the researcher moved to
Japan Airlines, a Japanese national airline anétefgigooint was team working,
punctuality, responsibility. The next work expederwas Servisair (UK) which was
concern with health & safety such as having aas$essment within the organisation.
There is no need to do any overtime or extra honlike Japanese airlines where you
cannot refuse the request of the superior. Thasgdars experiences motivated me to
conduct the research and it was an interestindgastihating environment to look

into. Theory such as South West Airlines illustsatigat it is one of the best place to
work in the airline industry. They have a concdpfuo and play. Each airline has
their own strategic management. The airlines andkwavironment are related to the
theory of Bamber et. al (2009), Heracleous e{(28106).

From practical to theoretical, from work experientierough to the academic point of
view, the airlines’ literature, gender and culttran different countries gave me the
implication of a few issues. When | looked deep iertoss-cultural issues, | could not
find anyone who mentioned about female characiesist cross-cultural research
although one of the pioneer in cross-cultural fiskts a women, Margaret Mead who
did a case study with three cultures. This alstudes the development of cross-
cultural management and universal characterishipsitual issues are now being
considered starting from Schwartz (2006), Markus lditayama (2010). The
connection between gender, values and cross-cuthamaagement can then be used
as the basis for cross-cultural development byifapkto female characteristics and
their strength, and internalization because if pmk into internalisation, it can be

adapted into both genders anywhere in the worldrdfore this recognition can be a
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fundamental cross-cultural development and needssifi new standpoint-based

epistemology.

As mentioned earlier why | would like to do thisearch, part of it is based on my
own work experience in the airline industry for thst ten years where the
environment is diversified and multi-cultural. Tbelief is based on the universal
characteristics which came from the belief and esland the traditional gender role
if we assume that there is a universal characieriBbe principle of considering
women'’s soft-side characteristics and cross-cultueaelopment can take time but
the internalisation is not based on the genderréfbee this will enable us to
understand both how and why women can be a suljectross-cultural

management.

The worlds best cabin staff

Asian and particularly South-East Asian carriengehlaeen regularly voted best
airlines by customers. This is a consistent findm§kytrax research over the years
(e.g. Skytrax, 2009; 2010; 201Global Travelemmagazine (USA) also voted Cathay
Pacific Airways the best airline for first clasedaSingapore Airlines the best airline
in the world, in 2010 (Global Traveler, 2010). I60®, Malaysia Airlines was

nominated for World Best Cabin Staff for the sixth time. In 2010, B&isline

awards were made to Asiana Airlines, Singapordamgd, Qatar Airways, Cathay
Pacific Airways and Air New Zealand (Skytrax, 2010)

In 2011 Thai Airways, the site for this study, waged Best Airline Economy Class
On-Board Catering and Best Airline Economy Classt $8kytrax, 2011). Thai
Airways came fifth overall, after Qatar Airwaysngapore Airlines, Asiana and
Cathay Pacific. In 2014, Thai Airways was nominatechber one for Best Cabin
Staff in Asia. This survey polled 18.8 million pasgers of 100 different
nationalities.

One of the most important factors in the populasityany airline is its cabin crew,
and this is widely recognised in marketing (Heraakeet al., 2006). Each airline has
its own marketing strategy, as customer serviseen as the main platform of

competition in the region (Chan, 2000a). Asian ohand hospitality are increasingly
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looked upon as natural competitive resources. JAptines and Cathay Pacific

capitalise on the popularity 6sian charm(Chan, 2000b). For example, Japan

Airlines recruit other nationalities such as youdrwi women aged under 26 (on five-

year contracts). Cathay Pacific has a similar golic

A service failure can cause a lot of reputatioraahdge, and can lead to negative
future repurchasing intentions. Cabin crew needHKiéto cope with such

eventualities and to reverse a negative situatitma pleasant one.

To put the importance of cabin crew into conteasgengefsepurchase motivations

(Chang & Yang, 2008) suggest three criteria fongs specific airline again: firstly,
settings such as the lounge or boarding gate m@ading cleanliness; secondly, the

friendliness of staff, including their uniforms aagpearance, problem-solving and

demonstrated commitment to passengers; thirdlyaittie€e's flight safety image,

punctuality (departure and arrival times), fooegirent flyer special offers, and the

smoothness of the service. In collectivist cultuegsurchase motivations will not be

evident in direct complaints, as they would in¥dest, but customerdissatisfaction

will spread by word of mouth.

The intriguing question that arises is the follogviwhat is it that makes South-East
Asian airlines gain top rankings year after yearskrvice quality, as judged by the
travelling public? They have been the top airlimeall categories over the past 10
years, according to Skytrax. The Skytrax survdyaised upon asking passengers to
nominate their favourite airlines according to thikowing service criteria (Table
1.1):
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Table 1.1: Service quality criteria (Skytrax, 2010)

*  Assistance during boarding

*  Welcoming passengers

*  Applying safety procedures

o Food & beverage service efficiency

*  Answering call bell

e  Staff language skills

. Problem-solving ability

*  Discipline among staff

o Enthusiasm of staff

*  Sincerity of staff service

. Staff friendliness

*  Courtesy of staff service

*  Consistency of quality among staff

The survey includes over 190,000 passengers, \aith abllected from various
sources such as online surveys and telephone igten(Skytrax, 2010). It is
considered the most authoritative independent atialu of airline customer service,
and attracts wide attention in the industry and @mgrte travelling public at large.
The aim of my research is to address this questygoroviding an in-depth portrayal

of how a particular service culture is embeddednid flows from the triangulation of

a sectos conventions, the gendering of an occupation badrtores of a national

culture. This will be studied within a specific cpamy. A triangulation of this kind in
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the context of the airline industrysto the best of my knowledgenovel and

unique. The positioning, data gathering and findiafthe research are therefore this

studys contribution to knowledge.

Research rationale

The purpose of the thesis is to understand sauidction in a cross-cultural
environment, in this case the airline industry.isiwto pay particular attention to the
experiences, attitudes and opinions of cabin cfews a particular culture, including
studying the aspects of company policy which diyeobncern the behaviour and
conduct of these crews. This research is of praldtiterest as it relates to real
experiences of cabin crews, and hopefully it camtrioute to finding effective
resolutions for the difficulties this kind of wodncounters. This research is also of
theoretical interest as it investigates the releeasf national culture to the
performance of a routine service, and the inteisectf national culture with

gendered roles.

Specifically, the issue | wish to explore here is whether théoener service provided

by cabin crews on Thai Airways is related to Thatwral values, as Thai Airways

aims to portray. Is it inde€d (Thai) smile from the hedrtas their public relations

publicity maintains? In other words, | wish to istigate Thai national culture as it
relates to Thai organisational and individual bétawat work. | will attempt to
address these issues by employing a qualitativeadetogy that will explore the
cognition and behaviour of female cabin attendant3hai Airways. The thesis is
structured in the following way. | first review thiterature on Thailand and its
culture. | then describe the research methodolagg,then present and discuss my

findings.
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Research aim (operationalised)

To demonstrate the relevance of Thai national ceito the conduct of Thai Airways
cabin crewsoperational service by reference to the séctmperational procedures

and the gendering of the service.

Research objectives
As a national culture has a number of facets, gocehensive understanding requires
a multifaceted approach. This informs the choicenethodology.

The following aims are put forward:

1. To investigate how company policy posits employeekaviour in order to

achieve Thai Airwayspositive performance outcomes.

This research question places an emphasis on loeinaand conduct-based company
policy, with will be examined through the contentilysis of relevant documents
(Chapter Seven) as well as through semi-structumtedviews with Thai cabin crew

and relevant observations (Chapter Eight).

2. To investigate traditional Thai cultural values ayahder characteristics to

establish the extent to which Thai cabin cremsrk appears to be influenced

by them.

This means investigating the relationship betweelividual output and performance
outcome. The cultural review in Chapters Two ance€twill provide a general
background on Thai cultural values and gender.SEmai-structured interviews
mentioned above will investigate whether individatitudes and employee conduct

fit with cultural values and expected gendered biehas.
3. To investigate the extent to which traditional Tbalture impacts upon

organisational culture as expressed in expectatbmalividual and collective

conduct as manifested in company policy.
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The culture review in Chapter Two will cover theder aspects of Thai culture. This
research question will also be investigated insémi-structured interviews, as well
as through observations of cabin crew behavioypaiticular in interactions with

passengers during flight.

These research questions will be further elaborateldgiven a rationale in later
chapters of the thesié.triangulated approach is used in this researdrder to
achieve both depth and extensiveness of conceparstanding (Figure 1).
Figure 1.1 Concept mapping of research questions
and related methods of

enquiry Individual Outputs:
Research Questions 2/4
LR: Individual &

Traditional Female Role

Company Policy:
Research Questions 1/3

LR: Organisational and
Thai Airways Culture

National Culture &
Gender:

Research Questions 2/4
LR: Culture/Traditional
Female Role

Research Method:
Semi-Structured
Interviews
Observation

Research Method:
Content Analysis

Research Method:
Semi-Structured
Interviews
Content Analysis

Heracleous et al. (2006) state that, in terms afagang uncontrollable factors, the
airline industry faces several factors that areobelits control, such as the safety of
passengers, and political and other unforeseeablg®such as the 9/11 terrorist
attacks or the volcanic eruptions in Iceland. Tsye that front-line staff such as

cabin crew are critical in this competitive indydbecause:
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- They are a core part of the product. Cabin crewdtse most visible element

of the service, and service is an intangible praduc

- They are a core part of the brand, so the aspéctsmitment, selection and

motivation of staff are very important.

Because this research is concerned with airlinenatidnal culture, it is relevant to
know why | chose a national-culture study. Thedwaihg section will provide a better

understanding of this aspect of the study.

National-culture study

This study about Thai Airlines explores why the pamy applies ideas emanating
from Thai national culture in its service philosgpand how in turn their
implementation fosters these values. Specificttlly,association of the service style
with particular models/versions of femininity ttee linked to traditional Thai values
will be explored. Therefore | am studying in pautar the intersection of gender with

culture as expressed in service work at a comgaatyeimploys its national culture to

market and sell its produetthe flight experience.

The idea that lies behind this study is that nati@ulture may play a decisive role in
shaping and enacting organisational behaviour tht th@ organisational and the
individual levels. Within national culture, traditial or normative female gender
characteristics add further weight to this roléetralia, the aircrew environment is
gendered: a predominantly female environment wbkagacteristics of caring and

serving are considered to be important.

Following Guerrier and Adib (2003), who stated #tvantages for cross-cultural
research of focusing in depth on one specific ayutiis study focuses on one
national culture as a vertical study. The followpayt of this chapter outlines the

contributions this study hopes to make.
Contribution to the field of culture, gender and omanisational practice

Contribution to theory
| am working at the intersection of organisatiotidlture (organisational behaviour),

cultural values and service provision in a hightynpetitive service sector (airlines). |
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believe that the way the thesis is structured ardmay | treat the data —the
triangulation of culture, gender and service (segfoconventions to contextualise
cabin crew behaviour — make a contribution to tekl$§ of gender and organisations,
gender and (self-) management, cultural valuesoaganisational culture. Thailand is
not a highly researched country in the managenitendture, and the potentiality of

this study is to widen our understanding of Thdiwse and society.

Contribution to practice

Thai Airways is a national institution in Thailanthis study adds to our
understanding of this important institution, ansibainakes a contribution to the
current history of the company. In addition, thisdy has gathered, analysed and

commented on data about the day-to-day conduittjdes and beliefs of cabin crews.

There are correlations between these three isshesevgender, beliefs and values are
the norm according to the culture. This researchrlsed the dominant character of
national culture as a topic for consideration. fFr@nagement purposes this can be
applied and adapted to the cross-cultural envirenin¥e® date various methods have
been developed and introduced to measure crosg-aultimensions. From the
perspective of the individual, the area of indivatlbelief has been investigated. The
concepts of culture, individual belief and genaeply not only shared manifestations
of societal factors but also organisational cultacanduct, where an emphasis on
company-based conduct can improve individual peréorce outcomes. In theoretical
terms, a literature review has identified the datren and background of these three
key issues in order to help better understand ®jlgender and individual belief. To
enable us to see both individual and organisatibekbviour, it is important to
understand both perspectives. This research igates interpersonal interactions and
with a focus on an Eastern psychological framewArkorrelation between
collectivism and high power distance also needdzktmvestigated in this research.
In terms of the future of cross-cultural socialgsylogy, the introduction of non-
Western constructs and theories, such as the egerdlent self and relational
harmony, will increase and bring with it a focusresearch concerning interpersonal
interactions and relationships. One view from thei$t perspective is that two
seeming opposites can become complementary paatsvhble that is incomplete

without both (Singelis& Brown, 2006). Singelis aBbwn also forecast a second

21



theme, the infusion of constructs and theories wlsmsirces lie outside the traditional
Western framework for psychology will lead to reséafocusing on interpersonal
interactions and relationships. At the same tingreater acceptance of qualitative
methods in psychology has given voice to a socaktructivist viewpoint that is
especially useful in understanding cultural measif®jngelis& Brown, 2006).

Prior to commencing the study, the basic key o&nigational behaviour needed to be
considered and included in this research, as kigees an idea of management style
and hierarchy in the organisation. In addition, &wlal personal characteristics needed
to be considered because they reflect the distgiss between the two. For this
study, qualitative methods were used to exploregealaionship between the

individual and organisational context. As a resiilualitative methods used in
psychology, a relationship between the realityhefworld and the research is

explored.

A methodological challenge was posed by this retedbata was gathered from
multiple sources at various time points, and aitatale approach was chosen, since
this is considered to be better suited to undedstgnculture and behaviour. In
relation to real-world research, Robson (2011) sstggthat the qualitative approach
is a natural enquiry that is non-manipulative, momtrolling, and emerges from
incidents and from the perceptions of others. Comeetly, the methodological

approach of this research represented both théigaband theoretical terms of

conduct by using semi-structured interviews to stigate individualsand cabin
crews perceptions. With regard to content analysis, the@s observed in order to

apply it to the airlinss company policy. With the results of these two kages, an
investigation was made to observe how these tegtpresented or manifested to

passengers. These outcomes appear to have rasuttedairline winning Worlts

Best Cabin Service annually from 2006 until 201ky(&x, 20062015). The

combination of the individual self and the compaoynduct-based policy, which is
the norm in the national culture, is observed. tArosignificant part is the research

analysis and its findings. The following sectiorl Wiustrate the contribution of the
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analysis and why its findings (i.e. organisationdture, job and personal

characteristics, motivation and ego goals)shoulthken into account.

Contribution to research design: triangulation of athods
The research analysis and findings will be groupedesearch method in order to

provide a clearer picture of each metisdthdings. The relationship between the

three methods will then be explained. Firstly, @@ve organisational culture needs to
be clarified. Realising the nature of organisatiandture will help to give a better
understanding of the cross-cultural environmenhefairline industry. This will lead

to implications for other organisations operatingimilar environments.

Thesis structure

Chapter One: Introduction

The aim is to introduce the problem, state theane$eobjectives, and locate the study
in the fields of national culture, organisationaltare, gender and organisational

practice.

Chapter Two: Constructing Culture: A Theoretical Pgpective
The aim of this chapter is to give an overviewhs meaning of culture, then move

on to the development of culture in managemsethie theoretical foundations and

literature review relevant to the research objestiand research questions. This

chapter examines cultural theory and key theoinstise field of culture.

Chapter Three: National Culture and Individual Vales

The aim of this chapter is to investigate Thaiaovai culture and individual values. It
also provides a background on Thailand in termth@fcharacteristic of the Thai
people, such as values and traditions, family,@itth seniority and respect. This

chapter contributes to the understanding of collsttculture characteristics.

Chapter Four: Culture and Gender Roles in the Cab@rew Industry
The aim of this chapter is to provide a backgroond hai women by investigating
the family, social and employment structures wilaoh relevant to this research. The

chapter then discusses gender and social themridisding theories of aesthetic
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labour and emotional labour, women and work-farbéance, and conflict. The

chapter concludes with the topic of women in thiéres industries.

Chapter Five: Airlines’Organisational Culture in a Context of Diversity
The aim of this chapter is to investigate the ra@d$i organisational culture, and to

elaborate on Thai Airwaysulture and organisational structure.

Chapter Six: Methodology

The aim of this chapter is to provide an outlineéhef methodology used to answer the
research questions in the study. The general mekhgy will be discussed as well as
the limitations of this study and its difficultieBo explain how each method is
related: interviews highlight employees’ percepsiomdividually and

organisationally, whereas airline-based secondaty flirther the understanding of
the organisational behaviour and national culthes &re adapted into practice, while
observation draws attention to the manifestatiotseanotional expressions of cabin

crews.

Chapter Seven: Research FindingsSecondary Documents

The aim of this chapter is to provide an analy$isecondary documents to reflect an
organisational perspective that is the norm acogrth national culture. The analysis
is separated into three key themes: general ptes;iguties and responsibilities, and
rules and regulations. The chapter ends by outjithie key factors in the relationship
between employees and company policy: social atidrativalues, power and

authoritarian management style, female gender erldsghe nature of the job.

Chapter Eight: Research Findings- Semi-Structured Interviews and Observations

This chapter provides details of the sample and thewdata was analysed, and
provides an analysis of observations at a supatiievel. It also provides an analysis
of organisational behaviour and job characteridtms the individual perspective,
and comments on cabin crew skills.

Chapter Nine:Discussion

The aim is to provide an analysis of the overalilings. The relationships among the
methods employed are discussed.
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Chapter Ten: Conclusion
The aim is to bring all the research strands tagefhhe discussion also examines the

studys implications for management and policy developnmehuman resource

management in terms of behaviour and conduct. dhe&ibution of the study is

assessed, and proposals for further research editlin
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CHAPTER TWO

Constructing Culture: A Theoretical Perspective

Overview: the meaning of culture

Culture is a joint and dynamic venture, accordmghte accepted description

advanced by Shweder et al. (2002, p. 25):
Cultural psychology is the study of the way cultdraditions and social
practices regulate, express, transform, and perthathuman psyche,
resulting less in psychic unity for humankind tharthnic divergences in
mind, self, and emotion. Cultural psychology is shiedy of the ways subject
and object, self and other, psyche and culturesgeeand context, figure and
ground, practitioner and practice live togetheguiee each other, and

dynamically, dialectically, and jointly make eadher up.

The purpose of this chapter is to obtain a moiienate understanding of the literature
on cultural constructions and of the importance ofoss-cultural perspective. The
first section starts with a discussion of the gabuark on culture and its relevance
laid down by classic theories such as HofstedeFgMall (1990) and Schwartz
(2006). Culture is a big part of everyday life. Bgeople and organisational
behaviour are influenced by culture, and this lasequences at an organisational
and a national level. In particular, | will focus bow national culture can influence

employees’ behaviour, and hence also influencenisgtional culture and behaviour.

First of all, it is important to understand the cept of culture. What does it mean,
and what are its implications for behaviour in giyen society? French (2015)
defines culture as values, attitudes and meanhajsate learnt and shared by
members of the community and that influence theiy wf life. He pointed out that
culture can be viewed on both an individual an@@anisational level. He views
culture as a concept comprising global, natiorgianal, community and personal
layers. All of these derive from behaviour, attégdbeliefs and values (French,
2015).

In contrast, the work of Browaeys and Price (2Ql25) separates culture into three

layers. They maintain that the first (outer) laigethe behavioural level which is
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immediately apparent when you are residing in gedght culture, such as new sights
and new environments. The second layer contaimasiand values, and forms the
national culture. The third and inner layer corssadtthe core of any given culture and

contains assumptions and beliefs.

Culture can be analysed using two main approathe€mic and the etic. The use of
these two approaches has been broadened in ordefine more aspects of human
behaviour under the aegis of culture. The etic @ggn brings an outsider’s point of
view to cultural concepts. It is related to quatiite approaches. ‘Etic constructs are
accounts, descriptions and analyses expressedms t# the conceptual schemes and
categories regarded as meaningful and appropryatieeocommunity of scientific
observers’ (Lett, 1990, p.190). In the study otunds, the etic approach has
continued to be more prevalent than the emic agpr@@rench, 2010).

The emic approach draws on an insider’'s perceti@ulture, and tends to be a
qualitative approach. It focuses on the need foleustanding social systems from
the inside, and attempts to analyse the distin&ssence of individual cultures
(French, 2007). The emic approach ‘attempts toyaeahe internal coherences of
single examples’ (Koen, 2005, p. 55). It can bexseean important contributor to the
individual’s evaluation of a culture as well asraaj guide for people doing business
in that culture, as it can provide a richer pictafé (French, 2010).

| will start with an account of culture generalily. how it is understood, before going
on to examine how culture applies to both natiord @rganisations, which will lead
me to an overview of the main models of nationdiure that are applied in
management and organisations. | will go througkucal attributes, i.e. values and
beliefs, how the cross-cultural field is developiagd culture and bias in perception.
Then | will go through key theorists in the fielflaulture and offer a critique of these
models. This will lead to a concluding paragrapholtwill prepare the reader for the
next chapter, in which | explore in depth the ralevfeatures of Thai national culture,
as well as reflecting on the logic of the way | @arganised my materials in order to
add value.
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Cultural attributes: values and beliefs

Culture consists of values and beliefs which cdlmémce both individual and

national levels. Values summarise a person’s leetiafl lead to behaviours, outcomes
and the creation of national characteristics. Valed beliefs are reflected in
personal judgements such as good or bad, rightamgv Values comprise social
norms; norms are related to what the national ceiffimds acceptable or
unacceptable, and they are judged or punishedebgdbial structure in question,
starting with families, communities, the legal gyst and rules and regulations at

both individual and organisational levels.

A considerable amount of literature has been plaétion cross-cultural management
research. These studies are about the transibamtine individual to the national
level. Numerous studies have attempted to explagnttansition in terms of
individuals’ measurement of values. The second istépvalidate the relationship
between the individual and national level. Bothuesl and beliefs can be measured

through behaviour and context(Minkov et al., 2012).

According to Schwartz’s theory, some individualues reflect those on the national
level, such as affective autonomy, hedonism amadu#ition. There is a large volume
of published studies describing the role and conotpational culture, particularly
by Hofstede. (Minkov et al.,2012) decided to analgeuth-East Asian countries
together because they share common charactermticis,as agricultural
communities, which can have effects on nationalices due to the society’s
dependence on such economic activity (Inglehart 828, 2005).They found that
Malaysians, Thais, Chinese and Vietnamese peopladhe same group. The study
of national culture also includes an examinatiothefinfluence of language, religion,

politics, economic development, climate and sahfort

Recent evidence suggests that theories of culawe attained even more prominence
within management studies and cross-cultural manageresearch due to the
recognition of the role and impact of culture ogiabstructures and organisational
behaviour as a result of the international busingsseral studies have revealed that
not only is it useful to understand national cudtur order to better understand cross-

cultural management, but that subcultures withitiona also have a role to play,
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harking back to Shweder’'s remarks about ‘ethniedjences in the mind’ (Shweder
et al., 2002, p.25).Apart from values, culturelsaelated to people’s normative and

cognitive mechanisms.

This chapter will next outline how the cross-cudilreld is developing, then discuss
how cultural differences can be used as strategitoa discursive resources. This is
followed by an examination of culture and bias émgeption and the relevance of

cultural theories to management studies.

How the cross-cultural field is developing

Cross-cultural anthropology as a field of resedegan in the 1920s. Until then
anthropological studies had focused on human dpwsdaot in different parts of the
world, under different cultural conditions, in orde understand the internal
dynamics within that society. Anthropologists vielygeople’s attitudes as dependent
on their social environment and authority structuae much as on their norms and

beliefs.

Malinowski was an early proponent of the methoflefiwork entailing total
immersion in the culture of another society. Malistii emphasised the importance
of understanding in detail the lives of those lgyin other cultures and that one could
only do so by living in that culture oneself. Hedld with a group of Trobriand Island
villagers in the Pacific and tried to understargirteveryday lives in depth
(Malinowski, 1922).0ne of the original works of seacultural field research was
Mead'’s (1928) study of adolescence and sex in 8aMead learnt how to live with

the Samoan people in their daily lives.

This led to further research which attempted tdimaitvhat became known as
patterns of culture. Ruth Benedict was influentiadetting this research agenda,
seeking to demonstrate that there was some fosyafological coherence within
the individual personality, identical to the psylduical coherence of the culture in
which the individual was embedded (Benedict, 1934)s theme was taken up and
further elaborated by subsequent researchers, mtaly in the work of Inkeles and
Levinson (1969), who conducted research on natiomalacter. The rationale of their

study was to develop a theory of modal personaldied sociocultural systems.
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Inkeles and Levinson (1969) stated that nationatatter is equivalent to a modal
personality structure within society, and that shely of national character may help
to answer two questions: what is distinctive irgl#mations, and what is relatively
universal in human society? In order to study #&nat culture and find out about the
modal personality, it is important to learn abdwg hormative patterning of beliefs,
values, institutional practices, interpersonaltiefeships, religion, ideology (beliefs,
values and attitudes), career structures and eakdtips to authority, because these

are related to aspects such as behavioural adaptauthority and subordination.

From initial anthropological field research, thess-cultural field has developed over
the years into a perspective which emphasisesrtpertance of psychological
constructs, relating to attitudes and values, mjuaction with the role and influence
of national patterns of culture. Such an approasih anderlies much of

contemporary international organisational studies.

One key theory of organisational change within lae-attitude systems approach
was set out by Rokeach (1968). His work refer&iéogoals of individual persons,
which are desirable end-states of existence. Hisumental values are: cheerfulness,
ambition, love, cleanliness, self-control, capapidind courage. His theory stresses
the importance of the value concept over and abowattitude concept because value
is more dynamic, although they are both assumée teterminants of social
behaviour. From the study of attitudes and valtlesfundamental assumptions in

cross-cultural management have evolved further.

Child (1981) was one of the scholars who studidtlge; contingency and capitalism
in the cross-national study of organisations. Hafstwas also one of the scholars at
that time, and his work has become particularljuaritial and will be discussed in
greater detail later in the chapter. Since Hofsted®rk came onto the scene, cross-
cultural management theory has become more widaywhk through a number of
international studies such as the Global LeademshipOrganisational Behaviour
Effectiveness(GLOBE) project, which is relatedhie tlevelopment and validation of

the GLOBE culture and leadership scales.
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Culture is a sensitive subject; behaviour in orluoel cannot be justified in terms of
another. It depends on many circumstances, inauelaological and individual
correlations. However, people have to be awarghwfaeentrism when studying other
cultures. This means avoiding the tendency to tttiak one’s own specific culture or
race is superior to another or is the only yaréisiiailable against which all other
cultures must be measured (Drever, 1952, p.86) &stioned earlier, the theory of
cross-cultural management started from field redear one single isolated culture
(Malinowski, 1922), then evolved with the comparidzetween one culture and
another (Mead, 1928), and then moved towards thay sif nations, cultures and
individuals (Child, 1981; Hofstede, 2001).Sincerthecholars such as Peter
Smith(2004) and McCrae et al. (1996) have doneare$ at a national level using
the ‘Big Five’ personality factors, as these caovpie a link from the individual to

the national level and then to universal level.

Having discussed some aspects of work influenceadlipnal culture, another major
notion is that it can be captured by a set of caltdimensions. It could be argued
that, in spite of globalisation, cultural differexsccan influence work culture and

behaviour, and hence management practice is reguairi in with the local culture.

Moreover, under certain circumstances, from a mamalgpoint of view, cultural
context may have relational conditions and attiateffects. Thus, employee
attitudes to the organisation in different contearid different countries can effect

organisational behaviour and the style of manageerisions.

On the one hand, one could argue that similantiesganisational behaviour across
different countries might reduce the impact of lazdtures and so assist the
implementation of universal management philosoparmespractices. Moreover, at a
practical level, the scope of prevailing sharedural assumptions within national
cultures might make country-based managerial recemaations too general or

inaccurate in some situations.

The question stemming from cross-cultural psychstsgocused on whether
attention should be paid to characterising natioatser than individuals. The

consensus seems to be that the importance, releaacimpact of beliefs and values
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need to be considered both at the individual arideahational level (Minkov et. al.,
2012).

There is some debate as to the relationship betadéure and psychology. Some
would suggest that culture deals with thoughtsraednings that are generally
excluded from the area of academic psychology (Kasl& Gelfand, 2012). Other
researchers, such as Oishi et. al (2011) mentairctiiture should be conceptually
differentiated from society, because the intertraicsure of a society refers to a social
system, and is distinguished from its cultureefers to a long-term pattern of
interpersonal, inter-group and individual groutnships, which are observable
through similarities and differences, compatibibtyd incompatibility, in resource,
technology, power and status (Oishi et. al, 20Ty believe that culture should be

regarded as an external factor of human nature.

The opposite argument is that there are some iiateted principles between culture
and society which could be affected by social extéon. Something of the sweep of
this debate is well caught by many theorists, sagckhown in Mead'’s social
behaviourism. She stated that interpersonal bebhaisadhe symbolic representation
of the social mind and comes from internalizatidar argument is important,
because it reflects the way individuals think aptidve. However, the question of
whether culture is an essential part of human eédtas to be considered (Thomas &
Peterson, 2015).

Although the above arguments are based on soeiahthit must be said that the
theory itself has its critics. It is argued thatla individual level, cultural
transmission can be separated into work and nok-sarialisation. People are
socialised into modes of thinking and acting. Tdresates the development of social
identities that generate in-groups whose charatieattributes tend to be imitated

throughout life.
Having discussed these aspects of work, underreuttod personal concept, the

guestion of the possibility of a conceptualisedvittlial thinking system, emerging

from cultural dynamics, has been raised (Kashimalg2009). Culture may contain
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not only adaptive elements but also non-adaptha@uding those irrelevant to

adaptation in idea and practice.

This indicates a theory of cultural evolution, ihiah cultural ideas and practices
develop and evolve through an interactive prode&lg patterns of organisation and
the generation of self-structures(Kashima et. @92. This links closely to the
approach | will be taking in my research. This euatrstudy investigates traditional
Thai cultural values and gender characteristicsdha influence organisational and
employees’ behaviour. Moreover, it explores theekto which spirituality (and
Buddhist practice in particular) and traditionalal bulture interact with
organizational culture and to what extent behavand conduct based policy is
related to spirituality and traditional Thai valueow do such beliefs and practices
help to generate self-maintenance techniques. &kesection will discuss cultural

bias in perception.

Culture and bias in perception

Cultural bias may be perceived in cross-culturairemments, especially in
multinational companies. Therefore the literatwgarding this might provide
insights into how reactions and communicationscafteltural bias related to
research. Value effects are one of the major casderproducing attributes and
culture-specific fundamentals that influence thecttire of values (Sagiv et al.,
2011). Culture can influence and manipulate attébun real-life proceedings (Lee,
2014). As an example of this, we can examine difiees initiated in cross-cultural
attribute perceptions in the evaluations of fenpdigsical charisma. In this case it is
the cabin crew’s lifestyle that comes to the fovigh value placed on fashion and
health awareness, brand loyalty, and opinionsautdeship, which are variables that
influence the value given both to certain attrilsiaed to product perceptions (Hui et
al., 2004).

This notion is supported in a study by Lee (20140 product perception. Her

findings suggest that foreign branding evokes caltstereotypes and manipulates
product perceptions and attitudes. It is plaudiblsuggest that there is a considerable
variation in the image of a particular service isttly, such as the airline business,

whereby this sector might create certain cultuledentypes and manipulate
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perceptions of other cultures involved in intenaetactivities. This assumes particular
importance in the context of globalisation, wheutiure is transmitted to both

individualist and collectivist countries.

However, perception is a process which includesétieas well as the social
structure containing it. Furthermore, there is hapside of the coin which has to be
considered, which is that culture can be regardemhamportant part of conflict and
conflict determination. Conflict is influenced bggple’s lives and relationships. It
can shape perceptions, attributions, judgmentsdeas of self and other.
Nevertheless, cultures are powerful as they cannswously influence conflict and

at the same time attempt to resolve it in unnobtz=ways.

What follows deals with communication and soci&iaction. In some literature,
such as Smith et al. (2014), it is shown that ieagtatterns might not be biased as
such, but communication styles may be related lioi@i characteristics, so that
reaction styles may be manifestations of cultugre&ing with this view, Fischer
(2011) mentions that cultural tendencies, suclegganding in a more submissive
style, may replicate fundamental cultural charasties such as politeness or respect
for high-status individuals in collectivistic couiets. Therefore, these differences
might replicate different communication styles asraultures, rather than
constituting a bias that needs to be controllegeGthese trends, Smith et al. (2014)
also found that predictors of individual-level cdrapce will not necessarily be the
most valid culture-level predictors. A culture itiwh the majority of members act in
a compliant manner is likely to replicate sociabnstructed and long-established
systems of social interaction more strongly thatividual personality dynamics.
With regard to Smith’s findings of other culturaages in perception theory, such as
in Schwartz’s findings, three principal dimensiafi€ulture-level variation
(harmony-mastery, self-sufficiency embeddednessahthy) were employed by
Schwartz (2006). Given the complexity of bias pptia and the wide range of
theorists involved, GLOBE investigators concludeat treaction to bias was not a
major provision in most of the country scores thaly had investigated. Investigators
regressed standardised scores on raw scores tdydbose nations where bias was
strong. Corrections were made to those few outlgiregs where this practice

indicated that bias was noticeable (House etrapréss).The seven estimates of bias
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therefore comprised three that concerned valuets{ette, Schwartz, GLOBE), one
that was concerned with beliefs (Patel, 2014, jp. @fie with socially desirable
responses, one with reports of personal behavi&mith et al., 2014), and one with
the behaviour of others in society. It is cleandsst estimate that individually related
bias is found in the nations that Hofstede defiagdollectivist rather than
individualist. The individually related bias estites are highest in nations where
GLOBE respondents reported the society to be legstsred than expected or than
they would like it to be. Of this observation, Smét al. (2009) agreed that the best
analysis of individually related bias is not theséirng level of apprehension, which
would have shown up as an important correlatioh Wibfstede’s uncertainty
avoidance, but that lives should be more expeactdxttguided by rules. It appears
that this consideration is currently more commothimicollectivist nations (Smith et
al., 2014).

Key theorists in the field of culture

This section focuses on three theorists whose wuake been pioneering and widely
accepted within the field of cross-cultural psyduyl, and who are greatly influential
on other research in the cross-cultural area. Fhase three basic theories, the reader
will be able to understand more about the cultndex and Thailand’s index values.
The discussion will start with Hofstede and Tronguems' model, then move onto
Hall's cross-cultural communication studies, améfiy examine Schwartz’s value

model.

Hofstede (2001): six national societal factors

There are many theories related to cross-cultusadagement. One of the pioneering
theorists was Hofstede (2001; 2015). His theorysieulture as a collective
programming of the mind that distinguishes one memalp category of people from
another. From this point of view, culture transmidues from one generation to
another. Hofstede firmly placed cross-cultural Esan the agenda of international

management research. His theory separates cuttiaréiie dimensions:

35



Table 2.1: Five basic problems of national societsgHofstede, 2001)

Power distance which is related to the different solutions to the

basic problem of human inequality

Uncertainty avoidance which is related to the level of pressure in a

society with expressions of an unknown future

Individualism versus collectivism which is related to the combination of individuals

into primary groups

Masculinity in opposition to femininity which is related to the separation of emotic
roles between men and women

Long-term in opposition to short-term orientationwhich is related to the choice of focal point for
people’s efforts: the future or the present

In 2010, Hofstede developed his later work whidiuded the sixth dimension of
culture, indulgence and restraint (French, 20IbHadfstede’s work, indulgence is
related to enjoying life and having fun whereasreast is related to society that has
strict norms (Hofstede, 2011). The sixth dimenssorelated more to happiness.

The purpose of Hofstede’s analysis was to discalnevdifferences amongst
countries and to relate these to national chariatitsy; one could not expect to
ascertain meaningful relationships for measuretsvileee not more or less consistent
over time. The other purpose was to study the cpwabre levels that reflected both
the collective state of mind of the respondentd, the collective situation in which
these respondents found themselves. The theoryemaswidely used as a basic

principle for cross-cultural research.

Reflections on Hofstede’s work

The benefit of Hofstede’s work is that his work haen used by researchers as a
model of cross cultural training for internatioma@nagers. Some researchers say that
Hofstede’s model is especially useful as it canarmifferent values in different
cultures and his model seems to be successfubss @ultural studies (French, 2015).
However, Hofstede’s work has been questioned iresaras because each national
culture has its own characteristics. In that chee; could countries with a high

power distance work with organisations and indigid.coming from countries with

lower power distances? The work of Hofstede has lheher criticised by Fang
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(2003), for instance, where a critiqgue of Hofsteddth dimension has been
proposed. An illustration of Confucian dynamismereéd to as long-term orientation
is not compatible with the five basic problems afional societies. Not much
research has been completed into the fifth dimensis it is not relevant to cross-
cultural studies. Critiques such as that of Corfnaynamism push interrelated
values into two opposing poles, while the Chindseygng principle is violated by

this concept.

To reflect on his work, Fang (2011) stated thatghemdigm was missing a duality
perspective in as much as culture has the capacigconcile the opposite poles of
any cultural dimensions. Moreover, and quite ciligiais work has no class analysis
and it is only based on one single company, ansl taitake into account cross-
cultural dimensions within the same country. Moewboth Hofstede and
Trompenaars do not take into account the changingamic context and the impact

of globalization.

Moreover, Hofstede’s fifth dimension (Long- versatsort-Term Orientation (LTO) is
confused as it was an oriental contribution thaaisregistered in the Western mind
and it has not been well received by Western on€¥e cultures (Fang, 2003). Fang
(2011) also criticised Hofstede’s work for failitmtake into account both
globalisation and tendencies within national c@$uto change over time. Despite
such changes, Fang (2011) also stressed the egdwiiniral beliefs in non-Western
countries which reaffirm notions of Yin Yang, whipkrceive the world in through
holistic dualism, whereby the entity cannot be clatgpunless it has two opposite

elements to balance with each other.

McSweeney (2002) investigated Hofstede’s work, mheit@ng further areas of
criticism. For example: can the IBM sample be raity representative? The other
argument by McSweeney was at the societal levellfiral factors: whether
individuals from different nations who share theneaoccupation can share cultural
uniformity or not. McSweeney argues that insteadubfural uniformity, as

Hofstede’s findings would suggest, Hofstede is @yipg cultural average tendencies
when comparing between nations, so that culturébumity cannot be demonstrated

even within the sample population of any givenara{iMcSweeney, 2002).He also
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criticised the questionnaire method. Can it be @sed dominant dimension of culture
or not? The final criticism concerns restrictiomstbe workplace, as some employees
are not accounted for, resulting in a limited agadbility of the findings (McSweeney,
2002).

Some of Hofstede dimensions are not valid in otie&intries such as uncertainty
avoidance (Schmitz & Weber, 2014).It can be usexsbme countries but not in every
country. It has been argued that national culthenges over time whereas Hofstede
has stated that national culture is stable over{ifuéstede, 2001).However,
Hofstede’s survey data was collected 45 years agatavas based on one company.
The question has arisen as to whether the dataegiiesents the multinational
cooperation companies nowadays. Although the datebben used worldwide,
doubts have been raised concerning the applicafivalues and beliefs to predict
behavioural outcomes. However, there is no evidémaehis work is currently being

discounted.

Trompenaars

Trompenaars and Hampden-Turner (1997) take a Bligtiferent stance and argue
that culture is not just composed of a way of lifet actually represents cultural
group attributes as perceived by other groups éleesv Thus they draw attention
back to Shweder’s formulation (2002) quoted abaveyhich self and other

dynamically, dialectically and jointly constitutaeh other.

Trompenaars’ work has been used in more than 50tges around the world and his
work is well known to international managers. Yeompenaars has been criticised
by Hofstede regarding his work. For example, Hafsteotes that the work of
Trompenaars is self-standing and there is no @airosl between individual,

organisation and country levels (Minkov et. al, 201

Despite such objections, certain similarities carbserved between Trompenaars
and Hofstede’s work in the following dimensions.ef the similarities concerns
Neutral & Affective display of emotion. Trompenaangntioned that there are culture
differences between those where the emotion iseaded (in this case it is neutral)

and cultures where emotion can be displayed opespgcially in the business world.
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From a cross-cultural management point of view,dttafe’s work is related to face
values where people in countries leaning towardleaoism prefer not to have any
emotional expression when it comes to confrontafidmis is of particular relevance

to my research question in terms of how traditidrfai cultural values can influence
organisational and employees’ behaviour and to wktent does their work appear to

be influenced by national culture.

Another instance of a similarity between those tiagorists concerns notions of
Individualism & Communitarianism. Trompenaars’ mbideuseful in management
because it can be used in practical terms. For pbeanmdividualism can influence
and motivate people within the organisation in ®ohpromotion prospects, so that
individuals may be rewarded if they are distingalsle and contribute something
unique to the organisation, whereas such a promsiistem cannot be applied as

effectively within a communitarian society.

Moreover, Trompenaars’ work is related to my reseg@uestions in terms of work
and motivation and why cabin crew jobs are popu&outh East Asian countries as
a whole. His work is also related to the researgstjon in terms of Specific &
Diffuse role relationships. In practical terms,rthes an informal relation between
employee and employer and in this case it is apptigpassengers and cabin crews.

This will be illustrated in the chapters on resédmdings.

In terms of differences between the two authorspirenaars’ dimensions of
Achievement & Ascription, are of particular sigodince in a society where
achievement has been judged through social sedusation, social connection and
wealth, whereas there is no mention of this in ksafe’s work. This will be examined
further in connections with my work on work-lifedaace, work motivation and why

a cabin crew job is perceived as a prestige jateireloping countries.

Another difference between Trompenaars’ and Ho&sgedork is that in
Trompenaars’ work, gender is only examined at th@agement level whereas cross-
cultural management should be considered at aktdimensions; individual,
organisation and country level. Trompenaars disgugender within organisations

without mentioning the issue of culture or upbrimgifactors which do have an effect
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on employees’ behaviour and emotional expressini¥ has also been criticised by
Hofstede for confusing conceptual categories agisut of Trompenaars’ empirical
data with conceptual categories which may be premioad by the investigator. As a
result, there is a lack of evidence to support soffleompenaars variables. Hofstede
also criticises Trompenaars for being dismissivAmierican cross-cultural research

and personality studies.

Hall's (1990) cross-cultural communication model

Hall (1990) elaborated on Hofstede’s theory by ®stigg that one of the cultural
differences that has been observed is in factetday communication. He divided
communication into two types, conceptualised im&pof high- or low-context
societies. The reason for mentioning Hall’s thelmeye is because cross-cultural
communication is needed when we deal with peopie fdifferent cultures. Thailand

is a high-context culture according to Hall's theand tends to be homogeneous and
collectivist. People in high-context cultures havenore indirect style of
communication. They are not clear and rely mor@amverbal communication.
Communication is made in order to maintain harmamng save face in relation to

others.

Countries are classified as high context in refatimthe degree of sharing and
understanding within society, in the following ecimstances:
* There is an indirect communication style, suchhasisg information,
speaking and writing in an indirect way.
» Relationships with others are considered to baergroitant part of society.
Conversely, low-context countries meet the follogvcriteria:
» There is direct communication, including verbal ao-verbal

communication.

» There is a focus on performance outcomes ratharghaelationships with
others (French, 2007).
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Diagram 2.1: High-low context (Hall, 1990)

High-Context Communication Low-Context Communication
* polite * open
e respectful e true
* integrates by similarities/harmony * integrates by authenticity
e notdirect * direct
High Context claims Low Context Low Context claims High Context
e impolite e hiding information
e ‘cannot read between the lines’ * not trustable
* naive e arrogant
* no self-discipline e too formal
* too fast * too slow

Hall's review makes a valid point in terms of highatext communication. In service
industries such as airlines and other hospitaléipnagement sectors, character traits
such as politeness, respectfulness, harmoniouanédssdirectness might be useful,
since too much openness might lead to argumenisgBesitive and harmonious
should be considered important in this kind of Eerybecause reacting too fast may

give rise to conflict and leave a negative impm@ssn the long term.

Reflections on Hall's work

The discovery of Hall's communication theory betgefesearch on communication
among cultures. How each culture approaches otfteosoriginate from different
countries is an interesting issue, especially wherorganisational culture requires
ample communication, such as in service industnesding airlines. Hall's theory
differentiates between communication in the Eadt\Aest. There are other theories
such as Gudykunst (1995) which provide an insigta cross-cultural
communication. The findings are interesting, asy&udst relates a sophisticated
theory of methods in which apprehension and unicgytaurround communication
with strangers, both within and between culturesti® argument takes on a new
level of complexity, in which communication is exiaed both within and between
cultures and so brings into question whether conmaation theory should be
concerned with cultural differences or universabels. From Hall and Hofstede’s
theories, the concept of cultural influences in2ket century now moves onto

Schwartz’s theory, which is related to values.
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Schwartz’s universal values model: a theory of cent and value structure

The research of Esser and Hannitzsch (2013) adtie tevelopment of cross-
cultural theory, as it shows the ethical dimensioitgalues. It was in the early 1990s
that another significant step forward was madeh Bithwartz’s formulation of a
theory relating to the general content and strectdivalues (Esser& Hannitzsch,
2013). Values were revealed as transsituation&lctibes, varying in significance,
that provide influential values in the life of arpen or social unit (Meyer, 2012).
Three general requirements were considered to the abot of values: the needs of
individuals as biological organisms, the conditioglaiting to social interaction, and
the requirements for the implementation of soceetyl the survival of groups (Meyer,
2012). From these three basic objectives, ten midral value types were derived:
(a) Achievement: personal accomplishment throughntlnifestation of competency
in relation to social principles;

b) Benevolence: concern for the well-being of closetacts in everyday interaction;
(c) Conformity: self-control in actions, preferes@nd impulses that could distress or
harm others and break social expectations or norms;

(d) Hedonism: enjoyment and sensual satisfactioonreself;

(e) Power: achievement of social status and reipatadind ability to organise or
govern people and resources;

(f) Security: well-being, safety, harmony and sibof society, relationships and the
self;

(g) Self-direction: independent thinking and action

(h) Stimulation: enthusiasm, innovation and thedfee challenge in life;

(i) Tradition: respect, obligation and acceptantthe traditions and ideas that one’s
culture or religion establishes in relation to theividual;

() Universalism: consideration, admiration, opeimadedness and feeling of

protection of the welfare of people and nature.

These ten value classifications were compiled uiegSchwartz Value Survey.
Schwartz’s (1992) theory also describes the folmnatif the motivational
classifications in a bi-dimensional space. In thgecof parallel structure
investigations, the similarities are usually meadursy the correlations between
substances. Some values appear constantly inttiesiretical value type — for

example, social control, enjoyment and obligatiBohiwartz, 2006).This statistical
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process appears to be extremely efficient in erpigithe structural function of the
model. Schwartz(2006) identified the solutions m&kdcross countries to identify
whether the substance is or is not a comparabpdicaple and reliable process within
the different value types. These analyses, in madib investigating assumptions in
the general theory of the substance of valuesnaiely appropriate for evaluating
Schwartz’s propositions relating to items per vaiype (Meyer, 2011). Following the
results, one could conclude that there are fourevgipes: conformity, benevolence,

self-direction and universalism.

Diagram 2.2: Self-transcendence, conservatism, s@hhancement, openness to

change
Tondion ackimuz et Self-transcendence
\ Conservatism
p— wedorism Self-enhancement
/ Openness to change

Jensvaknce Stimul:tion

Unrrersaim Paower

N

Selfdirection Sscurity

Schwartz designated human values for the purpo&éfitiing people’s lives and
goals. His work dominates cross-cultural literat@®it is an alternative source for
the cross-cultural model to Hofstede’s formulatéon provides a different
perspective.
As seen in Diagram 2.2, his conclusions reveallaipdimensions between:
» Self-transcendence and self-enhancement, wher&r@eticendence is
concerned with others’ well-being and merit, ané-eehancement is more

concerned with self-interest and dominance ovegrsth
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» Conservatism and openness to change, where cotiservaflects conformity
and tradition, and openness to change is concevitedelf-direction and
hedonism;

» Hierarchy and egalitarianism, where hierarchy iscewned with social power
and authority, and egalitarianism is more concemmd social justice and
responsibility-sharing;

 Embeddedness and autonomy, where embeddednessemsiocial respect
and social order — in simple terms, it is sociehitfication — while autonomy
is concerned with self-expression;

* Mastery and harmony, where mastery values coneertra of the social
environment and nature, whereas harmony is mowiad in the protection

of the environment (French, 2007).

Many researchers in recent years have made usshofa®z’'s model of human
values. Schwartz (Morselli et al., 2012) has impwen a broad model for
categorising the scope of values, with 56 valuetites containing ten universal
value types. Cross-cultural research has showrtlibae ten value types can be
regarded as supplementary, and therefore condantsefdur value categories:
conservatism, openness to change, self-enhancemeéself-transcendence
(Schwartz, 2006).

To have a better understanding of Schwartz’s figslirit is helpful to know that
openness to change is explained by values suddifadirection, inspiration and self-
satisfaction. Conservatism is explained by valwef s security, tradition and
conformity. Self-transcendence is identified bywea such as benevolence and
universalism. Finally, self-enhancement is expldibg values such as achievement
and power. A large number of cross-cultural redeenchave confirmed the value of
Schwartz’s organisational model for classifying amelasuring values across many
different cultures (Schwartz, 2006).

Reflections on values and environmental attitudes
Environmental attitudes are influenced by the @biten of beliefs and behavioural

intentions an individual possesses concerningeandonmentally associated with,
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performance or issues. From this viewpoint, envitental concern is one feature of
an environmental attitude (Schultz et al., 20055 Theory is concerned with
environmental attitudes and behaviour emanating faacesponsiveness to the effects
of valued substances. Valued substances are atiardend three fundamental
sources: other people, the self, or all other guinings. Egoistic implications
concentrate on the individual (Schultz et al., 200%®o0ple with egoistic
environmental attitudes are involved with the eowinent, but their concern is at an
individual level. However, social-benevolent atliés are explained in general as
concern for all people. People with social-benevbémvironmental attitudes are
concerned about environmental problems because greblems have an effect on
other people (Schultz et al., 2005).

Schultz and the team have confirmed this aspeitieoinvestigative procedures, and
this creates a strong case for the difference legtvegoistic, biospheric and
benevolent concerns. The results demonstrate gloggtes and biospheric
environmental concerns are effectively relateddiovartz’s values scale. A positive
relationship was established between self-transsgndalues and benevolent and
biospheric concerns. They have discussed theHatthere are individual differences
in the extent to which people incorporate the emnnent within their cognitive
representations of self. For individuals with ahhigvel of inclusion, self and nature
are interrelated, and nature is valued only todéhgree that it influences self. From
this viewpoint, self-transcendent values standaftarger degree of inclusion, such as
a valuing of goals and objects not directly attactreself-interest (e.g. unity with
nature, equality, world peace, broad-mindednesgohtrast, self-enhancement
values focus on goals and objects that are contple$sociated with self, such as

success, social power and wealth (Schultz et@5Q

Reflections on values and environmental behaviour

The relationship between values and environmemtiaatour is less obvious. Schultz
and his colleagues investigate this connectioncamdentrate principally on two of
Schwartz’s value categories: self-transcendenceselfidetnhancement.To sum up, the
results from earlier studies propose that valuetwth environmental attitudes and
behaviour (Schultz et al., 2005). Findings haveasha reasonably positive

relationship between biospheric attitudes andtsaifscendence, and a lesser positive
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relationship between egoistic attitudes and sedtiaecement (Schultz et al., 2005).
This assumes that self-enhancement (negative)ahttanscendence (positive)
would give an explanation as to the principal amairmifference in environmental
attitudes. It makes that assumption even thoughithersalist values associated with
nature and the environment are an important foteca$ attitudes and behaviours
(Schultz et al., 2005).With respect to earlier aesk findings, the results give a
substantial indication of the composition of enmiteental attitudes across cultures.
Earlier research has also demonstrated the sattitafles related to values: values of
self-transcendence are likely to be positivelytezlego the processing of biospheric
environmental concerns and negatively to egoistisrenmental concerns, whilst
values of self-enhancement are likely to be coreelaegatively with biospheric
concerns and positively with egoistic ones (Borglgt2011).Schwartz analyses
universalism as consisting of nine items: protectbthe environment, a world of
beauty, harmony with nature, broad-mindednessaktegrity, equality, wisdom, a
peaceful world and internal harmony. The findingsndnstrate that universalism is
an important predictor of biospheric and egoistici@nmental concerns. In
Schwartz’s theory of values, self-transcendencdignpaluing more than the self.
This means a concern for the well-being and interelsothers (Borg et al., 2011).
But if self-transcendent values were concentraketlsively on other people, they
would have been associated only with benevolentems, which we normally do

not observe.

On the other hand, values of self-enhancementiggetly concerned with self-
interest. Schultz (2001) shows that it is not thkigs as such that raise these types of
concern, but the relative construal of self. Peagie take account of nature within
their cognitive self-image are likely to be conarabout more than just themselves.
Self-enhancement demonstrates a restricted sedfiw@h, one that is less aware of
other people or conditions in the world. Such &sehstrual guides people towards
more egoistic concerns, and a concentration oprbgsure on the self imposed by
environmental problems (Schultz et al., 2005). €lae three value types which were
scored analytically: tradition (negatively), unisalism (positively) and power
(negatively) (Schultz et al., 2005).
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Reflections on Schwartz’s work

In summary, the work of Schwartz is based upon soit¢ofstede’s dimensions, but
focuses on individual values. He extends his imtligi-level analysis to the cultural
level. The work of Schwartz is similar to the yiang theory in terms of two opposite
reinforcements. Everything in the universe cont&ws major controls: black and
white, good and bad, soft and hard. The modebiasic principle for further research.
However, some researchers such as Fischer and @0@8) have criticised this
work as being mostly based on idealism and herftieudi to apply in research on a
wider spectrum of attitudes and beliefs, includioegnitive, emotional and
behavioural components of the values. Yet onceemble perception of culture has
been conceived, it can enable a valuable modarfyanisational culture, as will be

illustrated in the following chapter.

Conclusion

It is important to learn from this literature rewi@bout diversified organisational
cultures so that the reader will get to the roahef cultural context of this study,
which is in a dynamic and multicultural environme@nce this particular
environment has been investigated, the model cadapted to other organisations.

| have found is that in cross-cultural researchelie a tendency to use only one
approach — either an emic or an etic approachentie approach is an insider or
inductive approach, expressed in terms of conagaptmningful to the native people of
the specific culture in question, in this case Tral. Conversely, the etic approach is
an outsider or deductive approach. Skytrax has desearch using the etic approach,
and has interviewed millions of passengers. Trength of the etic approach is to
gather statistics from different countries, enapliomparisons to be made. A
combination of the etic and emic approaches givedilility to my research. The
beauty of the emic approach that | used is thati#tte spoke for itself, allowing

themes and concepts to emerge, and there wasraipbfer unexpected findings.

Another point is that cross-cultural research hasiyp been conducted in Western
countries. Often when it is conducted in collediviountries it focuses mainly on
international business or international negotiatj@uch as Chinese negotiations.
There is nothing mentioned about universal charaties which might be adopted in

the Far East as well as the West.
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From a cross-cultural perspective, it can be seanhdross-cultural management has
developed over the years. The main theories degdlopcross-cultural research
started by focusing on individual beliefs and valuespecially in relation to
management issues. This research was inspired fsgdde’s and Schwartz’s theories
that beliefs and values can influence employedsabieur. The next chapter will
examine national culture, where individual valuestaken into account within

organisational management.
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CHAPTER THREE
National Culture and Individual Values
Introduction

A considerable amount of literature has been plétion culture and thought.
Nisbett (2009, p. 20) claims that East Asians apeenfolistic and more concerned
about the environment. They tend to make relatilitlg use of formal logic,
whereas Westerners use a more analytic approachsanfdrmal logic in order to
understand people’s behaviour. These two typesgfitve process are embedded in
different social systems (Nisbett, 2009, p. 23).WWha know about the thought
differences between the East and the West is hgsau studies that investigate how
the ancient Greeks contemplated the nature of st events around them and
created models, whereas by contrast East Asiapsciedly the Chinese, provided
values. The Asian counterpart to the Greeks wansesof collective agency. Asians
believe that individuals are part of a collectivstych as a family or village — parent
and child, husband and wife, older brother and geutrother —or else are bound by
bonds of friendship. Ancient Chinese society mawgeimdividual feel very much part
of a larger group. Such an emphasis on collectyemey resulted in the Chinese
valuing in-group harmony. The social-psycholog&spects of ancient Greek and
Chinese life had correspondences in the systenaght in their respective
cultures. Their metaphysical beliefs were refletsiof their social existences
(Nisbett, 2009, p. 33).

The aim of this chapter is to review Thai natiotature as well as Thailand’s history
and background. The first section examines nationidlire and individual values,
followed by an overview of Thailand’s history anaickground, including a
discussion of the characteristics of collectivistidture. The final section examines
the interrelationships between nations, culturekiadividuals, focusing particularly

on the ways in which individual behaviour is inflwed by national culture.
National culture and individual values

According to Smith et al.(2013), it is important fisychologists to pay attention to
the national circumstances surrounding the behawbundividuals. They note that it

is important to take account of the social groupwhich an individual belongs, as
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well as to other cultural matters in which thatidiual is involved. There is still
some discussion as to whether explanations comgediiferences in behaviour
should be sought at the individual, group or natidevel. Yet nation-level studies
have a fundamental and increasing role to plaxptagning the different results
obtained from individual-level studies conducted/amious places and situations.
These sources of information have the potentiptéoluce secondary analyses that

focus on nations rather than individuals as thé¢ efmanalysis (Smith et al., 2013).

Cross-cultural studies of nations have dominatedaech since the publication of
Hofstede’s work. However, an investigation of wbah be accomplished through a
focus on the national level has essentially pravidecess to more sources of
information. Analyses which concentrate on natiahtiérences have the possibility
of clarifying issues that reach further than gehemass-cultural research strategies,
which are normally concerned with individual-leuglormation derived from no

more than two or three nations (Morselli et al.120

According to Smith, it is rare to create unidireatl ideals in fundamental
relationships involved in human behaviour. The ttgw@ent of cultures over the
centuries has involved a process of action andrespinvolving many factors.
National affluence can be considered both a coresemguof this evolutionary process
and a reason for it (Smith et al., 2015).In contrasndividual-level attributes, the
amount and distribution of prosperity depends atersibly on a nation’s
governmental and historical legacies. These car halirect effect on most of the

levels that influence individuals within a natidvidrselli et al., 2012).

The complexities of cultural change due to incregsiffluence at national level can
be gauged by examining various models being deedlapthe field. Meyer (2012)
regards national prosperity as a variable thatvetges between eco-cultural
determinants and the subsequent national profilgalaes and behaviours to be
forecast. Smith et al.(2013) see GNP as an eskelgtiment of a nation’s culture.
Most of these results are derived from the aggregatf individual-level scores.
Meyer (2012) discusses yet another layer of conigléx reporting on the finding
that a percentage of a nation’s response dispédigsaus connections as a strong

element in national mean scores on psychologicaébizs. Smith et al. (2015)
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demonstrate how nation-level compliance is explaman terms of cultural values.

The next section will present Thailand’s historgl dackground.
Thailand and national-cultural dimensions

Hofstede classifies Thailand as a collectivistiardoy where the cluster of cultural

dimensions is separated as follows.

Diagram3.1:Index Values for Five Basic Problems diational Societies,
Thailand
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In the diagram above, Thailand has a high poweaxée of 64,which can cause

power inequalities. In an earlier work, Hofstedeognised an acceptance of power
inequality in Thailand; this is demonstrated by fthet that even the pronoun ‘you’ is
classified into 19 different words, each indicatpasition and hierarchy status
(Chompookum & Derr, 2004). Such a power relatiopgidse on role interactions has
a positive effect, encouraging tenacious valuesgad relationships between
people. From a more negative perspective, positlueearchy status can cause
communication difficulties. However, it can be agdiuthat in practical terms, Thai
rules and its system based upon respect are \exipli. Thai style has its own way
of negotiating compromise with others, so thatswan be adjusted in order to create

harmony with others and ease communication problems
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Nevertheless, an element of uncertainty remaingemarse by Thai society’s
resistance to change. Some rules have been imusghy years without change and
might be a hindrance in certain areas, such asoatiergrowth or adjustment to the
economic climate, which is very competitive. Thus @an simultaneously observe
both the strong characteristics of Thai society edndividual’s ability to adjust to
the environment through compromise characteristibese are indeed two ways to
view adjustments in the social structure: in teaoherganisation, and in terms of the
individual. At the individual level, Hofstede haglicated that the lowest dimension is
20. In addition to being low, the implication isatithe collectivistic characteristic
manifests itself as a long-term commitment to tleaig. The society is responsible
for this commitment within the group; collectivisttountries place a high value on

maintaining face within one’s society.

A further analysis of Hofstede’s dimensions in teroh masculinity has found that
Thailand has the lowest score of 34 in comparisith @ther Asian countries.
Hofstede’s analysis demonstrates that Thailandesngnine society, where quality of
life is a sign of success. However, one questi@iado be asked: ‘What are the
criteria for quality of life?’ One culture can juelghe quality of life in a different way
from another. Some cultures value a simple life gmold health, whereas other

countries value the fulfilment of materialistic des.

In broad terms, Hofstede’s findings imply that tisi® society with less assertiveness
and competitiveness, which are associated with uhiasccharacteristics. His
research interprets behaviour using the traditiovlas of men and women. In
contrast, the coexistence within Thai culture dfemivism and female attributes
creates an interesting issue concerning competigtween individuals. This
contrasts two opposing values: strong competitemvben individuals, and teamwork
as part of collectivism in an organisation. Hofstedheory of socialisation states that
in countries that have a high power distance, ofiilcire expected to be obedient to
their parents from early childhood. Respect fordlukerly is a basic principle of these
cultures (Hofstede, 2010). This can be relatecat@mnal characteristics, plus specific
considerations such as gender and religion, atrdnsferred from cultural groups to

individuals through principal socialisation duritigg early years (Thomas, 2015).
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When comparing the value index between three cmsFhailand, the UK and the
USA, power distance and individualism are very cadlittory, as seen in Diagram
3.2. Thailand has a high power distance and lowviddalism, whereas the UK and
USA have low power distance and high individualismHofstede’s definition,
power distance ighe extent to which the less powerful members stitutions and
organisations within a country expect and accegdtplower is distributed unequally’
(Hofstede, 2010,p.52).1t is important to study thimension because it is the degree
of interdependence a society maintains among italmees It is related to whether
people’s self-image is defined in terms of ‘I’ ae’, and this is directly related to
Thai social structure. In individualist societipspple are supposed to look after
themselves and their immediate families only. Ihexivist societies, people belong
to in-groups that take care of them in exchangdoialty. These two issues are the
key to any examination of Thai culture and prowidewith insights as to how Thai

society manages to combine Eastern and the Westides of management.

Diagram3.2: PDI and IDV between Thailand, the UK am USA
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Thailand’s history and background

Thailand is becoming one of the most moderniseati®s in South-East Asia.

Global economic development in hospitality and istunmanagement has become a
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major component of economic growth. During the pastyears, both the
government and the private sector have concentoatddhai culture as one of the
focal points in promoting the country. As a resthle high number of tourists visiting
Thailand has come to the attention of the governnidns has led to the strategy of
focusing the country’s economic growth on tourigmd ather hospitality industries.
One key reason for Thailand’s reputation is a tmaltissue’, and people from all over
the world have either temporary or permanentlyesgin Thailand. The diversity of
cross-cultural contact with foreigners is compatiwith Thailand’s intrinsically
diverse ethnic and cultural background. | now tusnattention to the circumstances
behind this, and to how Thai culture influence®igners’ decisions to visit the

country.

Historically, Thailand is the only country that hast been colonised. An ability to
compromise and associate with others should belpatewell as European powers’
tendencies to add to their colonial possessionaildid employs an old and effective
survival policy, called ‘bend like the bamboo i thtorm’ (Welty, 2005). The most
recent use of this was in September 2006, whemtli@ry coup overthrew the
elected caretaker government. There was no bloddsheolence, which caused
other countries to wonder how the compromise haah lsentrived. The latest
evidence in 2014 revealed the military coup whimbktover the Thai government.
There was no bloodshed, but instead the countrgwaroed the return of happiness.
Thailand’s most revolutionary period was underrtfign of King Chulalongkorn,
who introduced the country’s first Western-stylasal and became the
acknowledged founder of modern Thailand. He isiteedvith having kept Thailand
free when other South-East Asian countries werapsing under the forces of
colonialism. The threat from outside required rapiodernisation, and therefore the
bureaucracy had the foresight and ability to irsg8gand carry out this plan (Hirsch &
Tapp, 2010).

The relevance of history to modern Thais is relatetthe sakdi-na system. Sakdi-na is
the system of recognising that the amount of lantha controls is the key to wealth
and status (‘sakdi-na’ means ‘the power of thal§gl(Wilson, 2004).Young and/or
modern and democratic Thais will automatically segi’ (greeting) first when

meeting older people or those who hold a high statsociety. They will adjust their
vocabulary depending on the age and status ofdrsop they are talking to. Non-
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verbal communication is natural to them, e.g. pagthiings first to those who are
senior to themselves shows respect and defereheseThabits result from a long
history. The next section will provide a generaitpie of the Thai population and
distribution(Wilson, 2004).

Population and distribution

In 2005, the Thai population was estimated at atdfhmillion people, which
includes the population of Bangkok at around 6—-iani In terms of learning, Thai
education has greatly improved in recent yearsildmds literacy rate is 95%, which
is one of the highest percentages in Asia (Co&i#)5).In terms of diversity in unity,
75% of the population are Thai. It has been es@h#tat ethnic Chinese account for
about 10% of the population. Some families remaseatially Chinese and follow

Chinese culture throughout their lives.

In terms of Thai values and traditions, there wagyaificant transition created by the
movement of people away from agricultural villag®e urban centres, where
education and jobs by no means retained the toaditicontrols and coping
mechanisms. This is associated with the pursunatirial consumption and the
trophies of modern life, which encourages youngig haseek employment with
higher salaries such as in the airline industris iinportant to understand Thai rules
regarding respect, which are taught from earlydtiabd. This can influence
individuals’ behaviours and their attitudes towasdsial status. An illustration will

be provided in the following section.
Thai rules of respect

From young children to adults, Thai citizens leaspect by behaving in a way that
demonstrates consideration for others’ feelingedamce, humility and politeness.
This is the origin of the Thai word ‘krengjai’, wdfi is usually interpreted as
‘consideration’(Hirsch & Tapp, 2010).Thai people aonsiderate and adjust their
behaviour to give others peace of mind. In Thailtredperson who is considerate is
inferior in any social relationship. This has mamylications for the country’s
hierarchical system of status and respect (Wil2604).Terms used between family
members, such as brother and sister, are extenttethe Thai community. This

practice indicates relative hierarchical statueeathan the establishment of close
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relationships. There is a family term for the meayoof people in Thai society. This
gives an implication of friendly but hierarchicakiquality. In agricultural settings, the
term ‘krengjai’ is used frequently. Parents recaitigers’ consideration and respect.
This leads to a specific way of life in terms dfeiraction with others who are not in
the family, and creates an informal relationshitghvgtrangers, thus reducing role
conflict in future communications. Another importaonsideration that should be
taken into account is the Thai social structureictviwill be investigated in the
following section. This will provide a clearer idefthe social interactions and

complexities of the Thai system.
Thai social structure

The complexity of the Thai system commences wiéhTthai language, which
delineates a behavioural pattern and social hieyaitat are separated into positions
of superior, inferior and equal. In terms of hietgr, everyone has a well-delineated
position in relation to other Thais. Through vadgdthai social levels, citizens are
aware of how to determine their status in relat@maveryone else, which leads to
appropriate behaviour towards everyone. One ofrtbst widely observed Thai social
values is embodied in brother-sister relationshiggch do not require people to be
related. The brother-sister system creates regp@téction of reputation, obedience
and respectful service. The younger brother/saeerves protection, and is advised
and maintained by an older sister/brother. Thisephis of great significance in Thai
culture. The power of seniority is still also quitmmon in the Thai government,
military and civil service. This gives an overvieivhierarchical attitudes in Thai
society. The further concepts of group orientatsemiority and acceptance of
authority integrate well with Thai society. As fuperficiality, it is dealt within the
key word ‘krengjai’. The following section will listrate how Thai people use this

word superficially in their society(Hirsch & Tapp010).
Superficiality and non-verbal communication

According to ‘krengjai’, the promotion of ‘cool-hgaeactions’ can produce a
harmonious society. Such a ‘cool heart’ can beesalt of conflict avoidance, in
opposition to the ‘hot heart’ that implies shorme$ temper, anger and displeasure.
Surface actions have different implications frorosth in the West. The Thai surface

refers to surface harmony. Another element thatireg consideration is non-verbal
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communication, which is part of my research foeuterms of the observational
methodology. The following section will illustraTédai greetings and positive non-
verbal communications. The Thai greeting knowrves’ represents an attitude of
respect. It provides an implication of Thai valaesl attitudes. In a social encounter,
the social superior assumes a posture of non-vedmimunication. The ‘wai’ is an
action of the head, which comes down to meet thmbs of both hands with palms
pressed together and fingers held upwards. In aihdjlthe smile is also an important
part of the culture. A smile can show amusemeffiér @ excuse, thank someone or

show embarrassment.
Thailand and Spirituality Buddhism

It is a widely held notion that intrinsic valuegarart of human beings’ ethics and
philosophy, giving meaning to life. The key conaept Buddhist spiritual values are
the concepts of impermanence and the notion teat tis no self (Taylor, 2012). The
intrinsic value comes from the innermost structwithin ourselves which leads to
action (Hershock, 2006). This spiritual and valoaaept is related to the cause and
effect of the present moment as a whole. As Hefskgplains, Karma consists of 3
categories: Firstly, a karma (or cause and effean)stop the self from behaving in
accordance to perceived values, leading to intergtia actions in the present
moment. Secondly, it is a chance to increase theesand actions in a positive way.
Thirdly, people have a chance to improve their kafoause and effect) which will
lead to a new relationship with human kind (Her$h@©06).

From my point of view, the above idea is relatedati-improvement where it could
be applied to any culture. In this study, the rese@vestigates how spiritual and
Thai culture can influence employees’ behaviouBlrdhist terms, wisdom comes
as a result of mindfulness and it is not relatednmtions. Happiness comes from the
body and mind’s tranquility, free from stress andasavareness which people of all
cultures can experience. Once we have realisedhatature of life is impermanence
and suffering then nothing exists. When it comesntmtion, in Buddhist terms, it
relates to greed, desire, anger, hatred, and treeca suffering comes from a false
sense of the ego. In the real world, practicingdfulmess can increase people’s
ability to deal with a dynamic situation. It maks=ople aware and ready for

improvisation which is suited to a complex worldttkeeps changing all the time.
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People tend to create the conditions which makes tbuffer. The example of this is
the analysis from Gross National Happiness (GNHl) the results illustrate that
Bhutan is one of the happiest countries in the dvdrhis has been analysed in
relation to spiritual, physical, social and envimemt (The Guardian, 2012). The
principle of mindfulness comes from a practicinghw eight noble truths which is

illustrated below;

Division Eightfold Path factors Acquired factors

Wisdom 1. Right view 8. Superior right knowledge
2. Right intention 9. Superior right liberation

Ethical conduct 3. Right speech

4. Right action

5. Right livelihood

Concentration 6. Right effort

7. Right mindfulness

Table 3.1: Eight noble truth (Buddha’s Brain, 2012)

James Taylor (2012) gave a definition of religipsit Thailand as comprising of
many aspects in terms of dedication and strongfialiall kind of religious activities.
Taylor stated that some Buddhist beliefs in Thailaave a consumerist
interpretation. For example, Some people in Thdilaglieve that the more you
donate money to the monastery, the better mateziaéfits you will get in current and
future lives.

® Buddhism (96.4%)
® Islam (2.1%)
B Christianity (1.3%)
® Other (0.3%)

Figure 3.1: Religious pie chart in Thailand Hardy, 2008)
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In Thailand, Buddhist spiritual values have a catioe with everyday life including
the government. Hardy (2008) mentioned that Thdilarthe only country that has a
constitution which states clearly its Buddhistlafion and values. Nevertheless,
despite the constitution’s embrace of Buddhisrmal be argued that the country is
not necessarily following the right path, since toeirse of economic development
may be bringing with the rise of erroneous belaafd superstitions. Moreover, there
are large social gaps in society as the countrypbas transformed from one based on
cultivated land to a more globalized society inabhiural differentiation and
inequalities are becoming more apparent. As meeti@arlier, this research aims to
explore the extent to which spirituality and traahtl Thai culture interact with
organisational culture and to what extent behavama conduct based policy is
related to spirituality and traditional Thai valu&se research focuses on Thai
Airways, whose headquarters are based in Bangkeitai@ key values and beliefs
within Buddhism and in Thai society still persisteaare of particular relevance to this
study. One is the belief that the manner in whiebge interact and relate to each
other has a profound effect on their Karma. Thewobelief is in the impermanence of
everything, which is acutely relevant to the aglindustry as a whole, both at the
organisational level and at the level of team wdrke to the dynamic and constantly
changing nature of the work environment. Therenaoeern spiritual practices
currently available such as those of Rick Hans@122, who is trying to relate the

subject of Spirituality, Neuroscience and Psychyplog practicing mindfulness.

Neuroscience Psychology

Contemplation
Practice

Figure 3.2: Mindfulness practicing (O’Connor et 2015)
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O’Connor et al. (2015) stated that compassion ednae stress and increase self-
worth. It is difficult to conduct and it takes tin@ develop. However, if this has been
an internal value, the deep and surface actingavoela genuine one. According to
O’Connor et al. (2015) inner resource is an imparfactor related to spiritual
teaching. Once a given situation has arisen, Itpai$s away. If we could control the
neural states that are activated, it can creatgtgsible scenarios. One possibility
would be the creation of inner poisons such asdymesire, hatred which in turn
cause suffering and negative cycles, whilst thersieenario is the possibility of
tapping into inner resources where peace and hegparise, which in turn would

cause a positive cycle within ourselves.

The table below shows the inner resources whiclddoalude:

Virtues ( such as patience, Executive functions (meta- Attitudes (optimism,
energy, generosity) cognition) compassion, kindness)
Capabilities (emotional Positive emotions (gratitude,

intelligence) love)

Table 3.2: The inner resources (O’Connor et ab p2815,)

If such qualities had been developed since childreoa embedded as an internal
value, it will become behaviour. In terms of psyidgy, right mindfulness and right
effort can be practiced through working with thenchby reducing negative thoughts
and increasing positive thoughts. The mind is alsamportant factor. If the mind
stays positive, the brain will shape itself to thrgl happiness starts to be created
inside. Once mindfulness starts being createdmnihe will become stable and steady
(Carter et. al, 2005).

Self-construal

In discussing cross-cultural management, we caawmt also discussing the self.
Self-construal refers to an individual’s senseedf & relation to others. Two primary
types of self-construal have been identified: tiliependent and the interdependent
(Markus & Kitayama, 2010).As the basis of this sesé is cultural transition and
employee behaviour within the airline industryisiappropriate to focus a discussion
on theories of self-construal, which are at therthefesocial theory and indeed highly

relevant to cross-cultural theory as well.
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The term ‘self-construal’ has been used since 8894. Key findings by Singelis and
Brown (2006) show that people with interdependetft@nstrual, such as those in
collectivistic countries, have behaviour pattehet tare more easily influenced by
situations than do individuals within dependent-sehstrual. More recent findings
by Hannover and Kuhnen (2007) demonstrate thavimhaals with interdependent
self-construal are easier to stimulate in contekich they call context-bound
thinking (Kokkoris & Kuhnen, 2014). The ability twe interdependent and use
context-bound thinking should be particularly shiéafor the airline industry, where
the main characteristic of the job is dealing wigople, often in a cross-cultural

context.

Following the self-construal argument, Van Egmond Kihnen (2014)propose three
sources of self-representation: the personal tfeggersonal and the collective. Their
claim is that the personal self is differentiatéthe individual level, whereas the
interpersonal self-concept arises from relatiorskh significant others. Their
findings are similar to those of Markus and Kitaya(@010) in terms of the
interdependent self. Furthermore, Kokkoris and Kaih(2014) also propose that
there are implications at group level for the adilee self, where this represents the
social identity. Having looked at some of the chtgastics of self-construal, we can
conclude that East Asian self-construal is basekron the need for relatedness —
that is, it is an interdependent self-construalrivia and Kitayama (2010) explain
that the Western way of thinking about the seéhgended and enhanced by the
inclusion of the self not only in relation to théner, but also in relation to the social
situation. They outline the conceptualisation o$§tE&/est differences, and cite a
number of studies that find little support for fmgument that self-construal can be
based on cultural differences. At the same timehitaa et al. (2009) have elaborated
a model that views the relational self as sepdrate the individual and collective
selves. The relational self is conceptualised sedfadefinition with links to others,
thereby stressing the relational quality involvedagell as the value of those
relationships. Their findings initiated the claihat the relational self was connected
to gender but not culture. In particular, invediigg cultural variations within self-
presentation provides an opportunity to look atithglications of behaviour in
context (Singelis & Brown, 2006).
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In the literature introduced by Beugelsdijk et(@010),the autonomous-relational self
is a good example of an integrative combinatiokvastern social theories and the
Taoist perception. The autonomous-relational sedf self-system that derives from a
family model of emotional interdependence and aitttive parenting (Singelis&
Brown, 2006). It combines the two contradictorytgats that have been expounded
in Western theories, the one stressing autonomytrendther emphasising the value
of human relationships. Beugelsdijk et al. (2019y=st that autonomy does not
prevent relatedness. One can be both autonomoustramg)ly oriented towards close
interpersonal relationships (Singelis & Brown, 20fdeed, given the effects of
globalisation, it can be argued that the two calittary patterns of Eastern and
Western philosophy, autonomous and interpersotatioaships, can be usefully and
appropriately combined. When dealing with crosdtoal issues, the observation and
analysis of social characteristics and ensuing\ehss requires some modifications
in methodology. The very few studies that have heetertaken in this area look at
interactions between people as reported and olke\sawe now know, interacting
with people from other cultures first came to tktteration of researchers interested in
cross-cultural psychology (Singelis& Brown, 2006he level of cultural differences
as seen in collectivism and power distance provatedxplanation for differences in

the dependent variable connected to differenceabiour (Singelis& Brown, 2006).

While the process of measuring cultural differenogssychological constructs can
be difficult when conducting cross-cultural studiigss essential to locate the specific
aspect of culture which can be said to influen¢dinces in observed behaviour
(Kokkoris & Kuhnen, 2014). At this point, culture ¢conceptualised as subjective
(Kashima et al., 2009). Culture, through its fourafss, interaction patterns and
socialisation systems, gives the direction for harp@haviour and interactions,
thereby rewarding individual forms of social cogmit (i.e. self-construal) (Singelis &
Brown, 2006). Hence both group and individual leval investigation are required,

with the individual level separated into psychotadiand behavioural categories.
Collectivistic cultural characteristics

Van Egmond et al. (2013) state that the effectudtiical variables on the
psychological constructs of self-concept relatecggally to individuals’ reactions

and responses within those cultures. In partictiey have found that interdependent
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self-concepts more usually take place in tight-lamitl collectivistic cultures, while
independent self-concepts appear more in indivigti@iand loose-knit cultures.
Generally, people from collectivistic cultures hdeen shown to have interdependent
self-concepts, while people from individualistidtawes are more likely to have
independent self-concepts (Van Egmond et al., 2QtBgr research has
demonstrated that people from collectivistic cudgiare more likely to display more
external attributions, while people from individiséikt cultures are more likely to

have more internal attributions (Van Egmond et2413).

Culture consists of shared elements (Kemmelmeikti&nen, 2012) that lead to
beliefs, feelings and behaviours at both sociollgand psychological levels of
investigation. Kemmelmeier and Kiihnen (2012)say @heultural model is a pattern
of shared beliefs and values, attitudes, categmisg norms, self-definitions and role
definitions that is structured around an idea tlaat be recognised among those who
speak a certain language and those in a geograpaaduring a certain historical
period. Collectivists are more interested in howirtbwn behaviour influences in-
groups than individualists, and so experience deeendency with in-group members
(Van Egmond et al., 2013). They focus on group lweayrand group success. In
‘tight’ cultures, norms are specific and strictlyfferced (Kashima et al., 2009). In
both collectivistic cultures and tight culturesrparations, religions and traditional
ancestry can have an influential effect (Kashimal e2009). Consequently, in my
study of the airline sector in Thailand both ofsbeultural variables are examined as
separate predictors of self-concepts and fundarhaititdoutions. On the other hand,
the interdependent self is comprised of elementie&elf that are connected with
social in-groups or with important other peopleofle from collectivistic cultures
have more highly approachable collective self-repngations than people from
individualistic cultures (Markus & Kitayama, 201Generally, collectivists are more
likely to attribute events to external sources, ihe individualists are more likely to
attribute events to internal sources. Within c@#jrespondents are expected to

attribute their positive reactions more to intersalirces (Markus & Kitayama, 2010).

In general, the interdependent self is significatihough surrounded by a context of
social interactions, responsibilities and represms. Consequently, interdependent
self-concepts are likely to be connected with abiléstic and tight-knit cultures.

They are more expected to take place in colletiivaailtures, while independent

63



self-concepts should occur in individualistic ofiéashima et al., 2009). In
collectivistic cultures, people show behaviour #etomplishes in-group goals and
continues friendly relationships. However, in iridivalistic cultures, people show
relatively more independence. In ‘tight’ culturbshaviour is clearly defined. A
person must obey the rules of the in-group normd,the self is defined in terms of
representation and status (Kokkoris & Kihnen, 2014)

In collectivistic cultures, the basis for behavimiconcentrated on things external to
the self and the group; in individualistic culturgss concentrated on the self.
Consequently, external attributions should be npoexalent in collectivistic cultures,
while internal attributions should be more in evide in individualistic cultures
(Kokkoris & Kiuihnen, 2014). In ‘tight’ cultures, dhe other hand, failure and
negative behaviour might be endorsed as individealsubgroups’ alternatives to
connecting with non-normative behaviour. In ‘loosaltures, behaviours are more
generously selected, so that the source of botitiyand negative behaviour might
be attributed to internal perspectives or motivai¢van Egmond et al., 2013).The
argument for this is that the cause might be aiteith to many factors: firstly, an
individual’s goal, purpose, values, preferencesemd for personal control; secondly,
a long-term characteristic such as genetics, m&amecapability, habit or behaviour;
thirdly, a momentary trait or short-term respongieether emotional or physical;
fourthly, a reaction to a condition, environmensiuation; fifthly, others’ influence;
sixthly, the presentation of a role, custom oritrad, or normative behaviour; and

finally, chance, destiny, fate or supernatural ésr¢Van Egmond et. al., 2013).
Reflexive discussion of power influence, authoritand gender management
The relationship within individual-collectivism

Thomas & Peterson (2015), suggests that individoafind collectivism have also
been separated into horizontal and vertical tyywgre the horizontal aspect puts the
emphasize on group members, and the vertical aspgatasizes hierarchy and
competition. The variation in the appraisal andgmaf horizontal and vertical types
is that, for example, Thai organisational hierarishiguilt on vertical influences, and

promotion comes through seniority levels.
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In terms of individualism, this is related to inéettual and affective self-sufficiency at
the cultural level, and to self-direction, inspioatand self-satisfaction at the
individual level. This is an interesting point, thencipal purpose being to argue as to
why cabin crews possess both inspiration and satfsfaction at both individual and
social levels. There are many circumstances toidenkere, such as power distance
between cabin crews and passengers, dealing witinlate power, knowledge

power and the power between cabin crews and mareagexha senior level.

The first part of the argument suggests that tleeirespiration and self-satisfaction on
the individual level, due to social norms and ecoiwanfluences. Consequently, the
airline industry combines both internal and exteraward strategies within the
airline industry. As for collectivism, it is assated with conservatism at the cultural
level and with tradition, conformity and securitytiae individual level (Tassell et. al.,
2012). With these findings, it is likely to be ookthe main core issues of
collectivistic countries. However, social conforynghould be interrelated with
individual self-satisfaction under social normss3ell et.al. ( 2012) suggest that the
process of income differentiation starts priortte transition to materialism. Thomas
and Peterson (2015) further note that in socistiessing vertical hierarchies, the
element of competition is given even greater emighdsis has implications for the
airline industry, where face value and materialéma considered to be part of
organisational values (Thomas and Peterson, 2@1thel context of comfortable
circumstances, other individualistic values, suglmdividual freedom, personal
development, quality of life, and relational intepgndence become more significant

to individual ego goals.

A critical discussion of advantages of the empineark, specifically in relation to

my stated research question, is to examine theafasmnfortable circumstances, the
main factors to be considered are as follows: liyirst the airline sector, the basic
pay is often supplemented by fringe benefits (slibed airfare, subsidized hotel,
accommodation) a fact which should not be ignoasdt leads to individual freedom
in terms of travel and financial security. Seconglthin the airline business, there is
personal development such as in the field of cal@ws’ behavior and character.
There are also clear gender distinctions, wherelay@n are encouraged to improve
their appearance. Thirdly, it is plausible to sigijdhat the characteristics of airline
employment might improve the quality of life of elmyees. This is supported by the
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fact that studies into job satisfaction within thdustry generally find relatively high
level of job satisfaction among airline employeBsy(e et. al., 2015). In this respect
beliefs or norms could also be useful in unpackirgeffects of culture (Boyle et. al.,
2015). It follows therefore that frameworks aredegin order to include additional
variables such as social skills and possessionsh®ather hand, the rapid growth of
the service industry in the modern economic envitent makes predictions about the
importance of other skills (such as social compe#ail the more urgent, and all the
more so in different cultural contexts (Thomas &dPson, 2015).At the national

level, an increase of revenue through increasecesvatay potentially be linked to
subjective well-being and in certain cases may kelad to a reaffirmation of religious

and spiritual values (Thomas & Peterson, 2015),

Reflexive discussion of Thai culture, face valuegender and organisational

studies

In order to explain the relational link between iTtwature and gender characteristics,
the research requires a theoretical concept urttiegeneral idea of socialization and
individualism in a holistic way, before embarking an examination of work within
organisational theories. The theoretical reviewohtbllows is an attempt to find
concepts and explanations for the gender behawhbigh forms the basis of the
research. As the concern of the research is wiibmal culture and gender, in the
context of the airline industry, there are two Isv& argument to contend with; those
at the level of national culture, and those ati¢ivel of the individual. The starting
point for theoretical review is to state what habe explained. In this respect there

are a few areas where explanatory theory needs applied.

Firstly, it is noteworthy that the majority of tieabin crews are female. A recent
report from Thai Airways (2014) records that therere 3688 passing online
applications in March 2006, from which 398 crew nhens were required (173 men
and 225 women). One element of a significant calttransmission involved in this
study concerns the important attributions of emeteyand prospective employees in
the context of adaptation from a collectivistic nby. Thailand in this case, where
face value implies the need for social acceptanceamgnition in group situations,
where individuals attempt to keep face before atieorder to be acknowledged and

included in the group.
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Having discussed some aspects of work connectédfage value, Bullingham &
Vasconcelos (2013)examine how individuals enthtisely manage verbal
interactions with each other in a society | whilksére is a need to take into account

both personal needs and those of others in a telkananner (Chiu & Hong, 2006).

Indeed, Hwang et al. (2003) show the need for fiadesian cultures and highlight the
importance of social roles in such interactionss ttlear that face requires a
collectivistic basis, because face arises fromrstlexpectations of self and results in
compliance of behaviour to increase their appreeiaBullingham & Vasconcelos
(2013) argue that, with regards to face, cultunaeshsions could provide a context
that formed a tendency to respond to the environmeparticular ways. One of
purposes of this empirical work in relation to tkeeearch questions is to explore the
idea of face value. It can be seen that one obaeaew’s jobs characteristics is to
reflect face value in order to increase appreamtiurthermore, this can be reflected
in a power implication that when power is perceit@the less, the tendency to

increase face value rises. This can provide sorpédations for research in general.

Tassell et. al. (2012), suggest that individuailaitions are related to independence,
autonomy, self-reliance, achievement, coordinatiiffierences in individualist and
collectivist attitudes in different types of retaiships, such as with one’s partner,
parent, neighbour or co-worker.To create a critigiihis approach, the claim is
examined that those parts of the environmentalgistances, such as family and
peers, form part of the self-construal ability étate with others by an application of
social norms and culture. A counter argument cbelgut forward that in the context
of a ‘national culture’, being a member of a gragpThais can be a weakness, since it
could create high competition within the societg. lentioned earlier, Thailand
places a high value on keeping face within onetsetp. Competition can be
measured through such values as materialism aed ettternal factors that imply

financial security or specific economic gains.
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Table 3.3: Thai Culure (Hofstede et. al, 2010, p.28

Crucially, for this study, the difference charaized in Thai culture between
collectivism and female attributes creates an @stimg point of further tension
between contrasting values represented by notibfase value, strong competition

between individuals and team work as part of ctllessn within the organisation.

The contribution of organisational studies to thiéree industry in particular is that
this approach needs to be separated into two piasty, the issue of one
organisational culture within a multicultural ereiment; secondly, how to create a
globally characteristic management style that tdkissinto account. One of the first
features of the cultural studies is gender diffeesnwhich significantly are among
the most commonly reported findings of within-cayntariations of individualism
and collectivism. This supports the idea of indixatist characteristics being naturally
associated with masculinity, whereas collectivigracteristics have been more often
related to femininity (Tassell et. al., 2012). Tifeidings illustrate that between
country variations appeared most strongly when eored with individualist self-
dimensions, whereas gender differences were megdyed to components of the
self, women being more emotionally connected testihhan men (Tassell et. al.,
2012).This study examines such national variatypfolbusing on individual-level
assessment, with sub-dimensions of individualisth@ilectivism. Given these
trends, it is not surprising that airline work, lnéor cabin crews and front line check-
in duties, tends to be female dominant.
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This is one side of the picture; the strong charéstic of Thai society is the
individual’s ability to adjust to the environmettirough compromise characteristic.
So these are the two ways to look at the adjustmeht social structure; both at the
level of organisations and at the individual leVirthermore, more recent
organisational theory recognises that managersretsive guidance from other non-
personal sources, both inside and outside theanisgtions, such as organisational
rules and regulations, organisational norms angbknorms (Thomas & Peterson,
2015), It seems that the organisational systemraféects national culture, social
norms and beliefs. Vertical sources such as thegtion to higher levels on the basis
of seniority is more significant in collectivist@eties, such as the Middle East,

Africa and Asia, than in individualist societiesdfidtede et. al, 2010).

This reflects the differences in the promotion egstin the system where work
promotion was through seniority levels, employeegntion, including employees’
loyalty could be enhanced. The opposite argumethfisit could result in employees’

lack of interest and resistance to any change wieedbin the organisation.

Reflexive discussion of Thai culture and organisabin studies

Before embarking on an examination of Thai cultamd background, it would be
useful to reflect upon the process of organisationtdiure, and on the preceding
circumstances such as power and authority. Pawdytd organisational uniqueness,
as in each organisation having its own behavicamdl management styles, it is
important to pay attention to the relationship lestw culture and organisation.
Perhaps the most sweeping trend currently undeimvagcial psychology is in the
increasing awareness of both organisational andnatculture. When investigating
social relationships in an organisation, the imgilan of demographics for these
relationships takes on special relevance (Boylalgt2015). The use of vertical
sources of guidance by managers can come from daplug features such as age
and gender in widely differing cultural contexts,that organisational research
frequently now takes demographics into accounthihcase, Thai cabin crews tend
to have a limited starting age, the maximum agaedg&b. Once they reach to the
senior level, there are certain criteria to procaedo the top level, whilst some cabin
crews tend to remain at the same level, This enofiue to choices in work-life-

balance where family life is prioritised over woBoyle et. al. (2015) proposed that
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demographic variables have an important fundamanftaence on a variety of

organisational outcomes. This reflects differeringbe promotion system.

National culture

characteristic

High Power
Distance

Bureaucratic
control

Demo graphic
social
relationship

Role requirement

Vertical influence

Diagram 3.3: National culture characteristics (Minkov et. al., 2012)

When compared with collectivism, this becomes asai duty toward one’s group,
interdependence with others, conformity with grogpms and a desire for social
harmony (Tassell et. al., 2012). However, behavand attitudes of collectivists are
influenced by norms, or the demands of peopleemgtioup, such as family or
community. As a critique of this issue, Thomas &dPson (2015), suggested that
individuals have both an independent and interdégeinself-construal. Komin

(1990) categorises Thai values into clusters, godogientation is one of these. When
Thai people deal with their superiors, it is impottfor them to protect the ego of the
other person as a rule of social interaction. Thaue to face-saving, which is similar
in other Asian countries. With reference to Hatlisory, Thailand is also ranked as a
low-context culture. The communication style isifadt and emotionally restrained.
Straightforward communication is unacceptable is slociety because it makes the

other person lose face.

Another Thai characteristic is criticism avoidaifkemin, 1990). A direct criticism is

seen as an insult whereby the other person losesdga criticism needs to be made in
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an indirect way. A third characteristic is ‘krengjaiscussed above). A fourth is the
grateful relationship orientation, which entaile tinutual exchange of goods. This
can cause a lot of problems in Thai society, legttincorruption and bribery.
According to Transparency International’s CorruptRerceptions Index (Ugas,
2015),, Thailand ranks 76thout of 168 countriee hatitude orientation also
generates power for those who help others, andtiende common amongst wealthy
members of society. Moreover, Komin also mentiansath interpersonal
relationships with others which focus on surfacerttay and freedom from conflict.
Thai people are seen as being relaxed and havwagght interactions. This also
relates to smiling at all times, whether there g@blem or not. This can cause a
problem when it comes to business negotiationsgaumthe other party may not
understand the meaning of smiling —whether it Sigaiagreement, disagreement or
no opinion at all. However, in a service industmyilgg all the time can be a positive
thing. Moreover, Thai people are situation-oriematther than system-oriented,
which means that the law depends on the situatidritze person you are dealing

with. For example, if a person has a lot of povleg, law may be on their side.
Conclusion

This chapter has examined various theories conugmational culture and individual
values, as well as Thailand’s history and backgdpimorder to provide the
necessary background to the empirical study. Taerthof self-construal has enabled
me to explore and bring together the ideas of batfonal culture and individual self-
construal. This formulation firmly establishes tfeeed to study individual behaviour
in the context of human relationships, taking iatoount cultural attributions as to
the value and importance of such relationshipslsth provides a firm basis for the
empirical investigation of Thai airlines within anvironment of diversity that
acknowledges both cross-cultural difference anadbdished norms and values within

Thai culture concerning in-group loyalties and &iehical distinctions.

In conclusion, the benefit of this overview of fReai cultural background is that it
provides a profound understanding of how the celtarght be adjusted to conform to
social relationships. Qualifications and differicapabilities may be necessary for the
psychological adjustments required in the crossicail environment of the airline

sector. This could help to develop expertise otloentries to assist their workforces
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to cope with the challenge of global competitiamd &0 increase cross-cultural
awareness and so create harmony in those enviraan@@m the basis of the literature
review in this chapter, | will look at evidence findrhailand where there is a strong
belief in religion, and at how traditional Thai turhl values can influence
organisational and employees’ behaviour and thengxb which their work-related
cognitions are influenced by national culture. llaiso look into employees’ beliefs

and values, as these create attitudes and behawioluding their spiritual values and
beliefs.
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CHAPTER FOUR

Culture and Gender Roles in the Cabin Crew Industry

Introduction

The first part of this theoretical literature rewvieutlines the concepts and theories
around gender behaviour that form the basis ofarebeundertaken for this study. The
focus is on theoretical approaches relevant tosaassment of the cultural
consequences of using soft skills within the agrlindustry, and the implications this
might have more generally for cross-cultural reslearhe second section of the
literature review examines specific gender-socitatetiors. This will provide a
necessary background for the impact of gendertardterplay with other factors.
This forms an important aspect of this study, beeabe airline industry falls within
the service sector and so is more open to emplayorgen than many parts of the
manufacturing, construction or engineering seci@esording to the Federal Aviation
Administration’s Aeronautical Centre, in 2013 thember of female cabin attendants
was 143,701 (Federal Aviation Administration, 201@preover, the special kinds of

skill associated with female social interactionwdbddoe taken into account.

Thailand scores 34 on Hofstede’s (2001) cultureedision, and is thus considered a
feminine society. What is the definition of ‘femi@ society’? In masculine societies
there is a greater differentiation between malefanthle roles, whereas in feminine
societies there is greater gender equality (Ho&st2d@01). Thailand has the lowest
masculinity ranking among the Asian countries, \ehe average is 53 (the world
average is 50). This level indicates a society Vfis assertiveness and
competitiveness than those where these valueasidered more important and
significant. This has further implications, sincghin the service sector more
generally the preponderance of women also entdilgteer premium and importance
being placed on the role of emotional labour (Hebild, 2012) and emotional

competence (Goleman, 2006).

This chapter will first cover the topic of the tidahal role of Thai women, including
the differences between Thai women from rural asgasthose from big cities. Then
it will move onto women and social studies; the®é the emotions; theories of

aesthetic labour; and the theory of erotic capitaen it will discuss women and
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work-family balance, and women in the airline inaysincluding female work-life-
balance as it is subconsciously related to indaiceed satisfaction, which forms

part of my secondary research objective.

Traditional role of Thai women

Women'’s traditional role still exists in Thai sagieWomen still expect to be good
wives and good mothers. Women still rely on finaheasssistance from their
husbands, and still have to look after domestidvgoich as cleaning and caring for
children and the elderly, although households wital incomes from both husbands
and wives have been rising. Thai women nowadays hawe opportunities to work
and to become as well educated as men, althouglstiiehave to contribute to the
household and domestic chores. The populatiomdirg to migrate to Bangkok or
other large cities because these are more civiaseldmodern, enabling people to
have a more convenient lifestyle, and better eduta@nd money-making
opportunities. The society is moving towards a mialistic approach to a better
standard of living, and the extended family is lessrasive in the larger cities, where
nuclear families are becoming the norm. Thai woimehe middle class tend to find
jobs that can provide high rewards, such as ifb#imking, airline or hotel industries.
However, in some cases the elderly may still haverovide financial support to their
grown-up children; the duties and responsibilitigghin the extended family have not
disappeared altogether, and such responsibiliiebath ways, with the duty of care
being shouldered by all concerned (Wilson, 2004).

One difference between Thai and other culturelsaswhen the adults create their
own family unit by having children, the grandparetgnd to look after those children,
as the parents often have to migrate somewherdalaebetter job or a better
financial situation. Whilst the role of grandparemt looking after grandchildren is
not unique to Thailand, the family bond remaindipalarly strong in Thailand as
part and parcel of Thai culture (Wilson, 2004). tdutithisit (2007) suggests that
there are two sides to Thailand: one can be perdeag negative, concerning sex
tourism, and the other is a positive perceptiorceomng the hospitality of the Thai
people. As for the negative perception, econonatitigal and social factors have led
to the growth of the sex industry. Poverty is thsib premise for prostitution.

Kabilsingh(1991) suggests that this type of womk peovide women with material
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goods, houses and vehicles where the rural ecomorgry poor. Lynch (2004) also
mentions that money can provide a feeling of indele&ce, opportunity, power and
glamour. From a socio-economic point of view, theréasing competitiveness within
society drives people further towards a materialigestyle. Hence this also drives
women to find ways to obtain the money they nedaltpclothes and other material
goods in order to reach the social status to wthielg aspire (Lynch, 2004). In order
to reduce the negative perception surroundingekerglustry, Nuttavuthisit (2007)
suggests that there should be measures to countetaough government policies
which might create positive images, such as thguenculture and beautiful places
that might attract people from outside the couny Freire (2005) suggests, the
stereotype can be changed to a positive imagedhrawcountry-branding strategy.
Apart from the positive side of Thailand concernpigce-branding, Nuttavuthisit
(2007) also recommends focusing on positive imagaeserning hospitality. This
includes the friendliness of the Thai people, whialght create a positive impression
amongst visitors. From the marketing point of vighis relates to brand personality,
which means the relationship between human chaistats and the brand (Fayrene&
Lee, 2011). It also relates to the characteristidhe locality and its people (Kotler et
al., 2002).In terms of personal image, Nuttavuti{&07) has developed a typology
of Thai-ness, and separated it into four charagttesi related to Thailand’s branding:
‘fun’, fulfilling’, ‘friendly’ and ‘flexibility’. These terms reflect the Thai lifestyle and
localities. ‘Fun’ relates to the entertainment eigrece that customers perceive as part
of the Thai lifestyle — going out and having fuRulfilling’ means peace of mind,
which relates to relaxation and avoiding the rgaditworking life. ‘Friendly’ is the
term often used by people following their visititbailand, and ‘flexibility’ refers to
relationships among people in a diverse environmeciuding the situation in
Thailand. Whereas Thailand is in the process ajvegng from a negative image
related to sex tourism, this image often used byaihine and tourist industries to
suggest that Thai people often make for beautiight attendants. While it represents
Thai hospitality in a positive light, the imageabmiling Thai woman might also be a
reminder of sex tourism. Hence such images mightisaneously promote both
positive and negative images of the country (Nutthigit, 2007).
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The differences between Thai women from rural areasd those from big cities
Regarding the social hierarchy, there are diffegsrizetween Thai women in rural
areas and middle-class Thai women. Thai women wiean rural areas have to face
local hierarchies. In Thailand, personal relatidgpstinclude gender role expectations
about the male being the breadwinner and the felnakeng after the household.
Thai females from remote areas believe in the isneff\Western values, which are
synonymous with hopes for a better future. An ingootr factor in finding the right
man is to find a partner who is financially securd to achieve the much-desired
status of housewife (Wilson, 2004). During the 18#htury, Western men who
worked for colonial powers in Asia bought Asian wenmas ‘temporary wives’
providing domestic and sexual services (Cohen, @\ertime the availability of
female labour has contributed to the merging ofséseand tourism industries
(Cohen, 2011).

Thai women who live in rural areas tend to movBamgkok, as they see Bangkok as
a place to meet and ultimately ‘catch’ foreign mehe alternative employment
opportunities in the city, apart from the sex traale factory work, market and street
trading, cleaning and domestic work, and assistiitly childcare — all probably
poorly paid, but affording more opportunities tlae available back in the rural
areas. If the women can win the affection of aifpranan, the relationship will result
in economic support. They generally perceive Westeen as a means to financial
security, and such men are seen as dependablenligsibéarital status is important
for Thai women because they believe that it gitesit social recognition as adults
and mothers. Young women are considered to havetedlO/Nestern’ practices,
which further gives rise to fears that traditiomahi values of modesty and purity are
being eroded and lost. The controversies abouaséxraditional gender roles in the
literature reviewed above contain some valid paimterms of the traditional gender
roles that still prevail in Thai society. This inmgs that Thai cultural values and
gender characteristics can influence organisatiandlemployees’ behaviour.
Moreover, it also implies that face values or sfipiat levels still exist in Thai
society, of which financial security has been seean important part. This is the
result of Thailand’s development from an agricwdtigociety and its recent

integration into the material worlds of productiemd investment. The Thai economy
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and society have become more capitalist and Wesgetnattracting foreign

investment.

There has been an increase of Thai women in thkferce in the last few years due
to factors such as the growing economy, changiftgralinorms and better childcare
facilities. Phongpaichit and Baker (2002) mentioimerous reports of large numbers
of women currently entering both the political ahd private sectors. Although there
is an increasing number of women working in thebglonarket, there are still some
obstacles to women seeking progress and promatitreir careers (Wailerdsak,
2008). In 2007 there were 65.7 million people lgvin Thailand, of whom 33.5
million were female (Wailerdsak, 2013). Thai wonptay an important role in
economic growth. This includes a high level of eatian, which is the result of a
rapid transition to and social acceptance of gerdaality in Thailand
(Phongpaichit& Baker, 2002), enabling Thai womemigke favourable adjustments
to their work-life balance. This is especially meatkin comparison with other Asian
countries. Also, there has been a rapid growthamen’s opportunities in the private
sector. In 2007, the percentage of women who woikeide private sector rose to
35.8%. However, men still play an important rolénigher positions compared with
women. In 2007, the percentage of women in subatdipositions was 25.9%,
compared with 12% for men. However, in the same, igh6% of women were
promoted in their careers as managers and profedsjcompared with 15.9% of
men, denoting a narrowing of the gap between mdmammen at higher levels
(Wailerdsak, 2013).

It can be seen that there are social gaps betwleanmomen. There are also other
women who might be considered middle class. Waskkd2013) demonstrated that
there were 603 women executives in 211 family-owimesinesses in March 2006.
Family-owned businesses are an important part af @lture, and this is reinforced
by Thai beliefs in the importance of the familyt waly in the home, but also in the
economic realm, so that family members are ofteluded in the business
(Nuttavuthisit, 2007). Thai education is the waylimb the social ladder. Education
has been valued as a decorative symbol ratherfoihats intrinsic value (Wailerdsak,
2013). Women whose educational qualifications vedtained abroad, especially

those who hold an MBA degree, find themselvespasicularly favourable position
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in this regard, and are seen as a great asséamoilgt business; this in turn helps
them in their career development and future emp&yrprospects. In relation to this
study, education has an effect on recruitment atetgon for Thai Airways (Thai
Airways Annual Report, 2014), where candidatesageired to have completed

bachelor degrees.

Women and social studies

The positioning of this research is to study wornsea specific culture, in this case
Thailand, so it is important to study the positadrThai women within the context of
the socio-economic and sociocultural aspects of 3b@ety. Much literature has
been published on women'’s position in society. €stadies provide a broader
perspective on women from the past to the pre3éms.literature review focuses
more especially on the feminine nature of the wegected of women in society,
starting with the classic formulation of the theofyemotional labour by Hochschild,
since this has direct relevance for the study wide cabin crew in the Thai context.
The review then moves on to a discussion of therthef aesthetic labour in
connection with services that use aesthetic skiitd as body language, dress, voice
and communication. The discussion then moves timetonore controversial theory

of erotic capital, which has been heavily criticisg®y feminists.

Emotional labour

According to Hochschild’s theory, the work of femalabin crew involves the use of
feminine charm, caring and sexuality in order toaat passengers (Hochschild,
2012). The work is a mixture of commercial perfonoaand skills employed in the
domestic sphere, including the increasing use aftiemal labour among cabin crews.
Emotional labour is normally regarded as part om&a’s natural skills. As
Hochschild defines emotional labourThe Managed Heartthe managemenof
feeling to create publicly observable facial and bodily displé@sochschild, 2012,
p32). There is a general debate about whetherjipsopriate to force staff to be
‘nice’ to customers. Such concerns are especialgvant within the airline industry,
including low-cost airlines such as EasyJet, wifienat-line staff are considered to be
acting as ambassadors for the company, or evem$ong Airlines, which seeks to
promote Singapore girls as a marketing image. AtzQa, CEO of SAS, says in

Moments of TrutliCarlzon, 1987), an interactional skill is bothywénportant and
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hard to control or enforce compared with otherdskabin crews need to develop a
feminine style. In this connection it is worth rdicey that the first female cabin
crews, recruited in the 1930s by United Airlinegrevnurses who were seen as caring
mother figures. By the 1970s, cabin crews refletiedwider radicalisation of
feminism and identified more with the personal natof cabin work. In 1972
Stewardesses for Women’s Rights began a seriesgoftiations between cabin crew
and employers. Thus the abilities that many wonrersaid to possess naturally are
now gradually being acknowledged as of value tingicompanies, and as a result
traits such as emotional intelligence are now bé&ght in many organisations and
are seen as valuable for men as well (Newman,&2@10). Hochschild’s work lends
support to the idea that emotional labour usingaflencharacteristics can be suitable

for service industry workers in order to delightlasatisfy customers.

Thus some airlines promote the idea that both menaamen should employ a
female style of management, using such female ctarstics as care, good
interpersonal skills in communication, and bet@wie skills associated with
emotional labour. However, there is some debatearming such emotional labour,
in that employees may not feel the emotions they tre required to display.

There are differences between using emotionalligéeice and doing emotional
labour at work. Emotions relating to weakness drabs are still not acceptable
(Grandey et al., 2013). The very long working haefrsabin crews contribute to
feelings of stress, especially for employees wititdecen. This appears to be
considered as belonging in the category of emotiah@aur. There is always a certain
amount of extra, albeit subconscious, emotionakwdrich women put in to justify
their position in the workplace (Hochschild, 2012)Hochschild’s research, ‘people

skills’ such as communication and good listeningenge precondition for the job.

Aesthetic labour

‘Aesthetic labour’ is defined as the ‘mobilisatiagvelopment and commodification
of embodied dispositions’ (Witz et al., 2003, p).Findings by Tyler and Abbott
(1998) indicate that women are performing theidittanal gender roles in the
workplace, just as they are expected to do in $pdieemale work also becomes
sexualised work. Much research related to femategetions indicates that women’s

attractive appearance can become an importanoptre service (Koch et al., 2013).
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This can lead to more likelihood of sexual haraggm&though women perceive

their role and their appearance as part of emdtiabaur, there is evidence of sexual
harassment occurring (Koch et al., 2013). Hubet42@hows that although female-
orientated occupations tend to entail sexualisatimhlower status, men can adapt the
structure in order to maintain their own status paosition. From a gender
perspective, there is a clear relationship betvwggsrered personality and a front-line
service that is created to be compatible with custoexpectations (Grandey et al.,
2013). This is related to Tyler and Abbott’s (19€8)ings that an attractive
personality and appearance are something requiredraen. Stephen (2014) states
that beautifying the face of labour is part of #ierk of customer service, recognising

that appearances are noticed by profile custonzermgx.

To clarify the above point, Stephen (2014) states traditional gender role
behaviour within the production and service sed®related to customer
expectations of normal social interaction, andsseeien as simply part of the service.
This is an interesting point which relates to reseanvolving national cultures:
having individual characteristics which are seenasnative within that culture

might help to deliver a positive performance outepand given the right context and
environment might also help to reduce potentia aanflict within the airline sector.
Within the framework of gender and service satisfa¢ Guerrier and Adib
(2003)discuss personal service encounters betwaptogees and customers. They
point out that the more complex the service enathe more personalised the
service expected by customers. Consequently, cestomight assume that a higher
airfare justifies a greater expectation that therds will be met. Moreover, Huber
(2014) states that the service industry consissooial functions alongside economic
exchange, because service interaction is a parooiuct-buying and so, by

implication, is also part of the sociological expace.

Critiques of emotional and aesthetic labour

Hochschild (2012) notes that flight attendantsadriéged not only to smile, but also
to try to work up some warmth behind the smile, ahe goes on to ask how this is to
be achieved Gabbott and Hogg (2013) and Hochs(2l#i2) define deep acting as a
modification of inner feelings matched with suilelxpressions, whereas surface

acting is a modification of facial expressions ompchschild’s work differentiates
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‘surface acting’, such as smiling, from ‘deep agtinvhere employees try to make
themselves happy so that they will be able to sgeleuinely. For example, as
Hochschild argues, the way we think about peopkome situations can create
feelings of sympathy towards them, leading us &b $erry for them (Hochschild,
2012). However, there is a disadvantage of suidatiag which can give rise to job
burnout and depression, identified by Grandey.gR&i13). Ironically, surface acting
can cause emotional exhaustion. It is suggestedrttoeder to cope with emotional
exhaustion, employees may reveal their negatidinfgeto customers or passengers
to reduce the emotional dissonance, despite thiéHfatemployees are expected to
appear friendly and show a positive attitude (Aeegl., 2014).

My research investigates traditional Thai cultwmaues and gender characteristics
that can influence organisational and employeesabi®ur, and assesses the extent to
which their work is influenced by gender and naticzulture. Self-maintenance or
values derived from spiritual beliefs — such asrgtgo, self-reflection and
mindfulness — influence cabin crews’ behaviour atkwDeep acting is a way to keep
a person from becoming burnt out, because custowikr@spond in a more
favourable way, whereas surface acting is assatwitéh emotional exhaustion and
breaking character. Because front-line staff initbiel and airline industries are
expected to express positive emotions, it is evererimportant for these employees
to use deep acting.This is because deep actingfyora expressing true inner
feelings and appears to be authentic to custommgrassengers. Research has shown
that deep acting has a positive influence on pagssr(Koole, 2009). It is therefore
suggested that employees should receive deep-dinghg and learn appropriate

techniques of emotional work (Koole, 2009).

Yoo and Arnold (2016) refer to effective servicdidery where the key factor is an
authenticity of reaction, such as an authenticesnihis has an effect on deep acting,
because once an internal state is changed, thessipn will be authentic. This is
because in a service industry such as the aintidesitry, passengers do not want to
experience negative feelings, so there may be smdence that cabin crews
suppress negative moods or reactions. In the airidustry, where companies have
to adapt to a constantly changing environment, srembers also have to be

constantly adapting to changes in destination, tiores, passengers, even teammates
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and colleagues. This need for flexibility and adéygity actually helps cabin crews to

display positive behaviour and feelings, despite@rallenges they may face.

Let us move onto gender characteristics in Hoclhd'shheory.Godwyn and Gittell

(2012) suggesthat women have different and indeed better stibs®m men for

managing the demands of the global workplace. Relséa gender differences has
consistently found that perceptions of specifiéedt#nces are greater than the reality
of any difference (Godwyn&Gittell, 2012).This studyll examine the importance of
traditional female gender roles such as listenimdj@motional work, and their impact
on gender roles within the airline industry.Parthed female gender stereotype is
listening Listening is important for gathering informationoaib problematic
behaviour. People perceive that their ideas andfbeire of value when they are
asked for clarification. Women have been foundddeétter listeners because they are
more intense, thoughtful and attentive than merd{@m&Gittell, 2012). This non-
verbal demeanour is likely to be even more effectihen combined with smiling,
demonstrations of concern, and sensitivity to aifecstates. A counselling approach
may be strengthened through better listening, stippccommunication and
sensitivity to others’ feelings, including empatoyd understanding. These are some
of the characteristics of a cabin crew’s job. Bathbal and non-verbal
communications are important in terms of interactith passengers. Also a good
listener is more thoughtful and attentive, whichubadobe a good cabin crew
characteristic. Some companies have includednhtiseir behaviour and conduct

policies.

As mentioned before, social skills and feminineligjea in terms of connecting
networks of relationships have been taken into aecdvly research on the airline
industry in Thailand examines the correlation betweulture and gender. This is all
the more relevant in the case of Thailand, sintlectivist traits have been linked to
femininity (Kashima et al., 2013). A competitor vithai Airlines is Singapore
Airlines. Heracleous et al. (2006) note that SirggapAirlines has a good reputation
for service because the company develops itsistafholistic manner, making it a
desirable and challenging workplace for the yourggareration. Heracleous et al.

(2006) also state that Singapore Airlines helpsrcatews to deal with emotional
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turmoil and to increase passenger satisfactiononttthem feeling they are being

taken advantage of.

The concept of emotional labour is about a mindfagof feeling and the self.
Hochschild(2012) criticises the work of Goffman orly focusing on impression
management or surface acting, which is all about twouse the body to show inner
feelings. Deep acting, on the other hand, is rdlaaehow to manage one’s feelings. It
is about the inner self. For Hochschild, deep gcsimould be authentic and based on
inner feelings, otherwise it will become false. Tamcept of aesthetic labour is
different from that of emotional labour. Bourdiet®86) mentions that aesthetic
labour can be developed to make oneself more aiteagvhere physical attributes
become commodities to be traded on the labour mateefurther argues that
embodied disposition is the way in which peoplekwatand and speak in everyday
interactions. The kinds of embodied dispositiort Heguire an exchange value are
not equally distributed socially, but are fractulgdclass, gender, age and racialised

positions (Bourdieu, 1986).

Erotic capital

The literature on erotic capital mentions the $&xreents of the theory developed by
Hakim. Firstly, erotic capital consists of beawtyd there are many variations on the
definition of beauty. Some people and cultures jndge something to be beautiful in
which others may not be interested. Second is $etwactiveness, which entails
facial attractiveness, sexual appeal and sociataation. Third is charm, which
means the likability of the person to those arotlain. Fourth is liveliness, such as
humour and vivacity that can make people feel happe fifth is social presentation
including social skills, make-up, dress and halestyhe sixth is sexuality itself.
Hakim (2010)cites Michelle Obama as an exampleatiecapital. She claims that
Michelle Obama is a post-feminist First Lady: sl¢hbhas academic credentials and
has become an icon of fashion, power and everytyégyis the United States. It is
interesting to observe that within the airline istty, on Singapore Airlines for
instance, once cabin crews have been trainedf tdleovomen transform themselves
to become another person who is attractive to passs. Hakim (2010) states that
erotic capital also plays a role in the hospitatityservice industry and her study

showed that women can be feminine but be stromigpendent and clever at the
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same time. Hakim’s work can be related to self-Higdpature such aBmotional
Intelligenceby Goleman (2006) or it can be improved througlspeality

development and social skills. This can lead te@aal professional benefits.

Reflections on sociological literature and Hakimtbeory of erotic capital

Within sociological discourse, gender focuses anifiénity and how to express
female gender characteristics. Sociology tendsfterentiate between sex and gender
very clearly. Sex is related to biological traitelahe physical body, whereas gender
is about how society behaves and responds to #ismgEnder (Hakim, 2010).
Sexuality is about sexual attraction. In some cakugender roles are more strongly
delineated, for example with men seen as the brieamgwand women as subordinate.
These expectations vary in different cultures. HeeveHakim (2010) has claimed
that erotic capital is widely used in the mediayeatising and social interaction. Her
work has been criticised by lots of sociologistglsas Green (2013),as the idea of
erotic capital is related to individual attributéter work may be interpreted as a point
for second-wave feminists who focus on collectiggom and personal power through

sexuality (Green, 2013).

Erotic capital is a broad concept, as the areaaroscsexuality and its advantages for
women. Hakim developed a broad concept of eropitaisaround notions of beauty
and personal appeal. Yet her work lacks sufficsaralytical insight, as it fails to take
into account the effects of class, power and st&uvsen (2013) states that Hakim’s
work has so far failed to fulfil its expected premito gender theory. For this reason,
Hakim’s work does not have a direct relevance fgrstudy of the airline industry
because my research has taken other factors suclitae, ethnicity and social
structure into account. It is clear that in manjtures beauty and appearance play an
important role for cabin crewmembers. In my reseabecoming a member of the
cabin crew is linked to attaining a certain sostakus, yet this does not entail
sexuality as such, since traditional Thai cultwadles still predominate. Hence |
would argue that while beauty and appearance &eam to obtaining a position as

cabin crew, this is in no way synonymous with erctipital as defined by Hakim.
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Women , ageing and work-family balance

In a workplace context it cannot be avoided thairag has an effect on embodiment
(Clarke & Griffin, 2008). Butler (1969, p.243) deéis ageism as the stereotyping of
and discrimination against workers because of tgé. Some research has shown
that older workers can be made redundant and substy it is difficult for them to
find a new job (Ahmed et al. 2012). Some people whd for the same organisation
for a long time might not be willing to learn nevasking methods or adapt to
changes within the organisation. This unwillingnesshange and adapt to new
management techniques, technological advance® anstallation of new computer
systems can lead to a negative attitude towardsrtf@nisation. However, cabin crew
who have provided the service for a long time stidnd kept on as employees, as
they are an important asset to the company, asdsheflected in HR policy in terms
of length of service. In Thai Airways there is & jotation policy so that staff can
move to another department due to health and pa&irsssues (Thai Airways Annual
Report, 2014).

As mentioned earlier, it is important for cabinwr® be adaptable and able to deal
with changes in time zones, so a healthy bodyésied. In addition to the time zone
issue there is also the lack of sleep and longgirtar hours (Kecklund et al., 2010).
According to Bergmann and Gilberg (2015),ageing ass an impact on cabin crew
work experience in terms of increasingly negatitteuales, particularly when they
compare their current experience with their wotkation in the past. According to
Bergmann and Gilberg review, most cabin crew wengply with their work, travel,
colleagues and lifestyle. However, once they redchieldle age things become more
difficult, such as with health problems and worklsaThis led to a feeling of
dissatisfaction with their job, and it was foundttthey started to exercise and look
after their health more — for example, eating hgalbod and avoiding alcohol — as
cabin crew need to be fit and ready for an emengsitaation. Working conditions

on aircraft have an effect on all ages, but padityion middle-aged employees. One
of the ways for middle-aged cabin crew to carrynamking is not to work full time.
According to Bergmann and Gillberg (2015), somertabew who have ten years
before retirement would like to leave the job, th&ty would struggle to find a new
job at that age. Moreover, the management woultllédds to end their contracts

because they would prefer young cabin crews whoatreo experienced, have less
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of a voice in the company and are therefore e&sieandle. It can thus be seen that
age might have an effect on management and emoltee also related to gender
roles in terms of recruitment and selection. Agel$® related to aesthetic labour and
erotic capital. Bodily regulation can arise fromrkiag with a certain age group in
the airline industry, causing the sexualisatioserivice labour (Sangster &Smith,
2016). This might lead to grievances over embotiibdur in some cases (Sangster
&Smith, 2016).

The literature on career commitment and achievemeastigates the experiences of
people whose accomplishments in their chosen cagesrerate positive perceptions
and improve attitude consistency (Seierstad & Kirt2015). As has been seen, it is
part of many company policies, including in thdia& industry, to reflect positive
feelings related to work in order to develop a gatidude towards customers. Many
authors (Seierstad & Kirton, 2015) mention thatijpgs performance outcomes result
in extrinsic rewards, such as a high salary oroanption, which in turn are related to
internal standards:

1) Extrinsic outcome (pay, promotion)
2) Intrinsic outcome (satisfaction)

It is interesting that in the case of cabin crete,pay and rewards are high in
comparison with other jobs at the same level. Thgority of cabin crews in Thailand
hold undergraduate degrees, whilst some hold paditigite qualifications. The
intrinsic rewards in these cases may arise fromlanice of work, money and family
that might be part of cabin crews’ satisfactioncéwing to Minkov et. al. (2012), the
degree to which people concentrate on their owea@mce differs according to
culture. At face value, one would expect a relaiop between gender and fashion,
but a variety of requirements are associated wishibn: dressing in a contemporary
style can satisfy the need to be neat, the neestdtus or the need to be different.
Although there is some documentation on statusimdudeby expressing either one’s
accomplishments or one’s authority and social posiit can be accepted that status
is related to masculinity and/or to power dista(dakov et al.,2012). An example
such as wearing a very expensive watch appeargséd amother status need — to

represent one’s position in society — and thispas of the power index.
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This clearly applies to the situation regardingefaalue, where one would expect the
level of masculinity in a culture to influence feles need to look nice in order to be
more attractive to males, and cosmetics to be asedrdingly (Minkov et al.,2012).
Cosmetics predominantly imply two other needs:ribéed to distinguish one person
from another, and the need to look young. The fisesmetics therefore relates
positively to individualism and negatively to powdistance. When comparisons were
made in a study of emotional labour by Seierstatikirton (2015),company image
was found to play an important part, especiallgaervice work. Physical
attractiveness, plus appropriate dress and agdyecased in order to create a positive
attitude towards customers. Again, this is relateHakim'’s theory, where make-up

and dress are part of erotic capital.

In Thailand, cabin crew work is one of the mostuydapcareer choices in the service
sector. It is considered to be attractive, weltlpaiulti-beneficial and of high social
status. Following on from motivations and needs$atition, the macro-environment
and work-family conflict should be taken into acnbourhis relates to the traditional
role of females. Their need satisfaction might eansrk and family conflict, and this
will be reviewed in the next section. Whilst thaditional family ideal includes a
homemaker who combines work with family demandsglsi-parent households and
adults in dual-earner relationships have to cowtisly struggle to balance work and
family requirements (Seierstad & Kirton, 2015). §balancing act is considered in
the idea of the work-family system. Thailand is @efly ranked quite highly amongst
collectivist societies. The comparatively low scof@0 indicates a long-term
commitment to groups such as the family and theredéd family. In collectivistic
countries, Hofstede shows that group loyalty plagsmost important part. The
society supports strong relationships where everyakes responsibility and is loyal
to their group. Two results from a study by Daveatfal. (2015) are worth
mentioning here. Firstly, areas of conflict andalwvement were seen to be connected
to life satisfaction. Secondly, career and famdtisfaction were connected to life
satisfaction. These correlations seem to imply plsgthological progress and the
effect of emotions in work and family domains aot culture-specific (Minkov et.
al.,2012).According to Daverth et al. (2015),thecroaenvironment affects the daily
lives of individuals, and frequently requires shift family and work arrangements.

Economic cycles are a practical example, in thatymao-parent families need
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family members to be in employment to meet finanoenmitments. Particularly in
the case of married working women with children #mlforming of more dual-
income families, there is concern about women’sitgho perform efficiently in the

two roles of work and family (Daverth et al., 2015)

However, in the airline industry, where the natofréhe job is shift work, the working
hours are different. Women'’s financial situatioowsld not be a problem because they
can earn a higher salary than in an average jdbinigethem to function effectively in
the two roles. Economic concerns are often a n&tjess factor for individuals in

their efforts to create a comfortable home envirentiior family members, but this
may be not the case for those employed as cabin tmemanaging people in

different countries, multinational companies neetée sensitive to how specific
factors within their countries of operation mayitueracting with the society’s

cultural values to produce stress and work-fanmalgfiict.

Women in the airline industry

Many studies investigate the implications of theldugical differences between
genders that might account for emotional and sggaber roles. Surveys on the
importance of work targets show that women geneeatk more connected to social
goals. According to the ideology of sex differenaaen should function as economic
providers whereas women should tend to be careesponsible for domestic affairs.
However, for economic reasons society has becoareasingly dual-income. The
purpose of this section is to explore job rolethmairline industry in order to assess
the extent to which women'’s societal roles, sucthas domestic characteristics of
nurturing and caring, might also be beneficiale work situation. Because women
nowadays have to help out with the financial suppbthe family, it is interesting
that when we look to the airline business thesmgal/caring concern within the
context of a more female work environment. Cabews working in this female
environment tend to achieve their goals by balapcareer, money and family. As
mentioned earlier, in Thailand cabin crew work {@estigious job and a way to
develop social status for those who are able raithildcare (otherwise
grandparents can look after grandchildren). This aktends to domestic
responsibilities, where maids or cleaners will bkedo help out so that cabin crews’

goals and social responsibilities can fit togetbesatisfy their needs. This will be

88



related to the theory of cross-cultural managemdotstede mentions that social/ego
factors across occupations also relate to soc@ml@gors across countries, where
occupations can be considered more masculine (@guapre feminine (social)
(Minkov& Hofstede, 2012).

One question that needs to be asked is whether memerk and work-life balance
can adequately fit within the job required of cabiaws. There is a contradiction
between the ideal and the practical, since ther@atithe job itself is to be away
from home regularly. Women need to be balanceddmtvthe domestic and the work
sphere. If we look specifically at the airline irstity, according to previous research,
positive interactions with passengers can havdfanten customers’ responses to
the service industry. Many theorists have brokenrdthe service industry into two
dimensions: outcome and process (Morais et al.320he service industry needs a
lot of social interaction. Previous research hagcmted that customer satisfaction
mainly derives from positive emotions, as all iatgions deal with emotions (Morais
et al., 2013). Apart from positive emotion, thesessome involvement of gender
issues. As Won (2015) states, women are more enadiyoexpressive, or in other
words they are emotional providers, both at word imnthe domestic sphere. He also
mentions that female customers are more influebgetie helpfulness and politeness
of service staff, and they will be more satisfieithvpositive interactions. In fact,
women are expected to be the main front-line sergioviders supporting the
customer, and real-life customer experiences apgpesrow that gender stereotypes
are integrated into customer expectations regargiagl service (Won, 2015).
Women are socialised to make the most of the iategmal aspects of their
relationships, thereby contributing an importarmponent of the process (Morais et
al., 2013). Whenever a problem arises, if femateise staff carry on smiling during
poor service, still being friendly to passengerspite of the problem, passengers will

feel better as a resullt.

Another question that needs to be asked is whétkee is a difference between the
interactions of male and female staff, or betwesmdle staff and male customers
(Gilligan, 2009).In Gilligan’s (2009) study, womesed emotional displays to
influence outcomes. Research by Morais et al. (RalE® states that there is a

difference between high- and low-power interactjamsere high power means the
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customers and low power is the service staff. Thosew-power positions smile, and
Morais et al. state that there is a tendency fanesm to smile more than men, and that
this depends on culture and age. One of the limitatof this explanation is that it
does not account for countries with a reputatiarsfoiling (such as Thailand, ‘the
land of smiles’). There might be different typessofile for consideration. The
guestion arises whether this smile service isedl&b cultural norms in specific
countries such as Thailand. Mattila et al. (2008pa that management should to
train customer-contact employees to be aware aleebased expectations, to be
smiling and friendly, and to control negative eran. Women are often highly
sensitive to negative emotional displays duringiserencounters. The results of this
study also indicate that affective displays ar@tutiwvhen things go wrong (Mattila

et al., 2003). Gender and affective display cass theiseen to have a positive effect
on customer satisfaction. Both male and femaleocusts are satisfied with positive
emotional displays. Mattila et al. (2003) state tipaality is a significant part of
service interaction (Won, 2015), and that satigbacis a fundamental aspect of
customer service evaluation. Because service tréiosa are characteristically
considered to be social relationships, strong naomsinue regarding which
emotions service workers should and should notesgoto their customers (Gilligan,
2009). However, such explanations tend to overtbekfact that cultural variables are
also important, especially in countries such aslahd where power distance and
authoritarian values play an important part in arganisation. This includes the
expectation that women should work at face (supaifouter)level and not reveal
their (inner) feelings to customers. We cannot @wnotions, and paying attention to
which emotions are manifest is important, becaus#otners use these emotional
hints in evaluating service quality. Previous wehows that customers tend to be
more content with service interactions when empsyexpress positive emotions
(Won, 2015).Service work is characterised by amoigational environment that
demands the ‘display of good cheer and the skilteetances of social niceties’
(Won, 2015, p148), regardless of whether theseessjns specify actual feelings of

well-being on the part of service employees (WdH,5).

Despite the relationship between positively exprdssmotions and service
satisfaction, there is a relative rarity of resbarndertaken on how managers can

recruit and select employees who have the abditshiow the desired emotions (Won,
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2015). Another problem is that it fails to taketat into account because recruitment
systems in some cultures can be different fromeaho®thers. In some cultures which
already have a good reputation for their servideigtries, recruitment can shift to
other criteria such as age, educational attainnfieemdliness, or references from
relatives who already work in the company. Whensatgring Thai characteristics, it
is interesting that in this culture positive ematend service satisfaction perform
important roles. At the same time, national cult@is® influences employees’
behaviour, such as in positive non-verbal commditinaTo an extent, service
organisations could include emotional intelligenc@motional expressiveness as a
principle in the employee selection process, @ ksy element in customer service
training. Once recruited, employees are traindchmwledge of the service culture.
Such training programmes might improve employeesognition of their service
roles, including a greater internalisation of ocatigmal display rules (Gilligan,

2009). In addition to having relatively service-bdgerformance criteria, cabin
crews’ responsibilities are primarily based upom phocess of gender differentiation,
involving social, historical principles, and an enstanding of the differences
between genders (Benhabib, 2011, p. 152).

Following this argument, it is plausible to suggisit female flight attendants are
required to organise skills and abilities whichytlage held to possess simply by
virtue of their gender difference from men (TylerA®bott, 1998). Nonetheless, a
common approach is to use skills and abilities egpdly based on gender differences
as standardised job characteristics needed bygewottiers. The principle of service is
to have characteristics of emotional intelligennd eelated traits, which can be
adopted by both genders. One crucial finding fromstudy by Tyler and Abbott
(1998) is that the organisational behaviour of flenfilight attendants implies a certain
amount of panoptic management. Panoptic managenefens to the way managerial
power, tied in with employees’ intimate beliefssates behavioural conformity (Tyler
& Abbott, 1998). As a consequence of panoptic manamt, organisational
behaviour is conducted according to the discipjinaiues of group and self-
surveillance (Tyler & Abbott, 1998). Employees ughced by this kind of
management will manage their own activities, uraleny their individual self- and
group observations, and adjusting themselves tagexial discipline by modifying

their own behaviour. The literature suggests thgamisational behaviour
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management is mainly concerned with the promotfdtight attendants’ appearance
as an illustration of cabin crew standards, sudh aslvertisements presenting them
as the face of the company, or implicitly in terofi®rganisational behaviour. The

personality of the airline should be reflectedhia personality behind the smile.

In terms of service improvement strategies andrtfieence of cultural differences,
the service improvement concept has emerged assegoence of elementary
changes in how management philosophy is viewedi&eimprovement is a
generally used term for any planned and implemeat#éidns which modify the
negative perceptions of dissatisfied customerdi¢@i, 2009), such as differences in
individual expectations, service conditions in reihations, and other external and
unmanageable factors (Won, 2015). A recent studwstlthat, although efforts to
improve may not completely resolve the dissatigdactdisappointment and irritation
related to a negative service experience, theyappéehave a consistent and positive
influence on customer loyalty (Daverth et al., 2016is claimed that services that
require customer contributions are more effecteeduse customers have experience
of the role requirements. In the meantime, resedechonstrates that an individual’s
values, norms and expectations for appropriateakbehaviour are, to a certain
extent, established and determined by the culturghich he or she is raised (Daverth
et al., 2015).

Conclusion

This chapter has attempted to provide theoretigapsrt for my research
propositions. It has taken theory from a numbaetis€iplines, which is justified by
the complex nature of the female gender behaviowgived. The concepts which
have been imported into the research are emotiabalr; service organisation;
needs, motive and career commitment; and the enatammpetence framework.
Female characteristics are therefore considerbd tpotential instrument for
positive reactions to customers. Although femalerabteristics alone might be
applied to good effect, a further understandinthefr nature would greatly improve
the chances of achieving effective and optimisqaliegtion in service on an
industrial scale. Consequently, an investigatido gender and the service industry,
including motivational processes, is necessaryrbeaither managerial systems are

developed. A number of studies have investigatedigebehavioural process using
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emotional labour. There are, however, very fewissidoncerning female gender
from an Asian perspective. Therefore, on accousnodtional labour, this area needs
to be investigated further in order for the appledential of this service industry to
be fully realised. Hochschild’s research mainly baé/estern perspective and
focused on a North American compaiitie Managed Heawvas first published in
1983, and we are now in 2016. Thirty-three yeavehmassed, and these areas have
moved on. There is more globalisation involved, treairlines’ strategies have
changed over time. Each airline has developedits sirategies, as | demonstrate in
Chapter Five. The airlines’ strategies are not @olycerned with cabin crew
performance and appearance, but are also relatggetational costs such as the type
of aircraft, the change in the international poétilandscape, internal conflicts,
international perceptions and so forth. From 20d@ards, each airline started to
develop a new strategy in the wake of issues ssi@ild and the economic crisis.
Operational expenses are concerned not only wiilhe@aews’ appearance but also
with airport charges, maintenance, station expemsesenger services, ticketing and
administration. The airlines are not only concerabdut the micro level, but also

about the macro level.

Secondly, Hochschild’s concept of feeling and fragniules is related to social
construction and the complexity of emotion. From poynt of view, culture cannot
be avoided when we look into social constructiod emotional regulation, because
each country is different. To judge from Hochschiltork, American cabin crew
have a specific cultural dimension compared witwcfrom Thailand or other Asian
countries. American people have been categorisédarg high individualism.
High-individualism countries tend to express emudisuch as anger more easily than
collectivistic countries (Leu et al., 2010). Sirtdechschild’s work was done, there
has been more research on emotional labour inrdiffeeountries, such as the work
by Leu et al. (2010). They have found that Amerigaspondents tend to blame the
opposite party when it comes to emotional regutatithey also have a tendency to
claim their rights, whereas Asian respondentsanustify offenders’ behaviour by
looking into the situation and seeing it from the@rspective. There is evidence that
they solve problems through harmony rather thaouiin logic (Leu et al., 2010).
Hence my reflection on Hochschild’s work leads méobk in my own research at

the cultural context as well.
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In terms of Hall's (1990) communication theory, th8A and UK tend to have a
direct discussion style, whereas Japan, ThailaddZdrina tend to have an indirect
accommodation style which is also emotionally wasted. Therefore my work needs
to consider the cultural context, because the erokaral model can form a basis of
knowledge and practice and bring about a balantvedes Eastern and Western
thinking. According to Kitayama et al. (2006), thmerican model of the self is to be
independent, and relationships with colleaguescaik \@re not seen as necessary,
unlike in Eastern cultures, where relationshipsvary important. Sociocultural
context can lead to different practices in everylifay(Kitayama et al., 2006).

From my discussion this chapter, it can be seetrthieae are links between culture
and gender roles, and Thai cabin crews appear ittflnenced by these factors. This
leads to my research objective to investigate hbai Tulture as well as gender

characteristics can have an impact on organisdtoutiare and individual behaviour.
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CHAPTER FIVE

Airlines’ Organisational Culture in a Context of Diversity

Introduction

Air travel has brought radical changes to globalety, effectively shrinking the time
it takes to travel, contributing to the globalisatiof the market economy and enabling
more people to travel. The purposes and objectésvelling are varied. The main
challenge for the industry is to ensure flight sand to enable aircraft to reach their
destinations while providing a good service to pagers, earning their satisfaction
and loyalty. When planning a flight, passengers laithe cost in relation to several
other factors, including in-flight service. Thisght account for the significant growth
in demand and competition within the airline indystt is also clear that the airline
industry operates within a multicultural environmeas it caters for people coming
from all parts of the world and travelling to a tzeenge of destinations. The
multicultural aspect of the environment in whicHiaes operate is receiving

increasing attention from researchers in a vaoétjisciplines (Gittell et al., 2015).

The first section of this chapter will discussiagk’ organisational cultures. This will
explain a new trend in the airline industry in #iest century. It is important for the
reader to gain a conception of the airlines’ orgatibnal cultures in order to have a
better understanding of why it is important to mélthe specific core competency of
each airline. Each airline has its own culturalrabteristics. | have chosen particular
airlines for the following reasons. Southwest Aiels has a very good reputation for
soft-side organisational management or spirituaignagement. British Airways is
the UK’s national airline. Singapore Airlines usesges of Singaporean women as
part of its brand image and advertising campailjfadaysian Airlines received the
World’s Best Cabin Crew award in 2012. These examplustrate the combination
of spirituality or soft-side management with gengsues, including national identity.
Their recruitment processes and strategic manadgemikbe discussed later in the
chapter. The highly competitive nature of the a&lindustry is forcing airlines to take
drastic measures to reduce unit costs on the am bad to improve customer
relations and service delivery on the other. Thispter will focus attention
specifically on how national culture might haveedfect on employees’ behaviour in

the airline industry, and on understanding airtinéure in a context of diversity. The
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next section will discuss the airlines’ organisaéibcultures, especially as they impact

on and influence front-line interactions dealingedtly with customers.

Airlines’ organisational culture

The reason why it is important to study airlineanigational culture is because it
reveals the distinctions between airlines and destnates that each airline culture is
unique. Unfortunately, not many airlines are susftdsn creating a strong brand
image for their global business. There are a faweds that can be used to create such
a brand image, such as distinctiveness, relevaoosjstency, authenticity,
transparency, experience, creativity, innovationpgon, leadership, employee
branding and personality. Virgin Atlantic, for iastce, seeks to emphasise customer
service as part of its brand, and offers an ondbbar and beauty treatment area,
including hand and shoulder massage, in orderdmete the idea that is user-
friendly and cares for the well-being of its paggEs (Lovegrove, 2005).

In this section the discussion will focus on thspecific airlines from three different
regions — British Airways (Europe), Southwest Aids (USA) and Singapore
Airlines (Asia) — as they each represent a unidyle sf strategic management. The
research for this study focuses particularly ondiganisational culture within Thai
Airways, but the description of organisational atts in three other airlines will form

a useful point of reference and comparison forTihai study.

British Airways’ culture

British Airways was an official partner of the Lamd Olympics and Paralympic
Games in 2012. Itis the UK’s national airline, dra positioned its identity by
demonstrating Britishness in the last decade. Alingrto Wright (2009), ‘Britishness
is about shared values of tolerance, respect angl&y including a belief in freedom
and democracy.’ In order to develop British Airwagsrporate branding, there were
a lot of changes in strategy during the late 2@tftary. The company used corporate
brand management, employing six facets of the framnle actual, communicated,
conceived, covenanted, ideal and desired bran@iagber et al., 2009). British
Airways has gone through many ‘eras’. From the &lopy era’ of the pre-1980s, it
moved towards an ‘appealing era’ in the mid-1980sapositioning it
communications with passengers, employees, inveatat privatised corporations.

Under Marshall's leadership, it started the prograof ‘putting people first’, which
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led to superior customer service. A staff trainomggramme was established whose
objective was to achieve traditional Britishneskjalt comprises calmness, efficiency
and politeness. Then it moved to the ‘adoring erdate 1980s and 1990s. There was
an alignment between communicated and covenangsdities, establishing a shared
belief in the British Airways brand among employemsstomers and others. This led
to its winning theAir Transport Worldmagazine award for Airline of the Year in
1992. The management put in a lot of effort to Inee@ustomer-focused (Bamber et
al., 2009). In the 1990s, there was a slight chamgérategy to be less focused on
Britishness, because the market economy, and hbaaeérline industry, was
becoming more global. Since the 2000s, accordinittz et. al. (2015) British
Airways have been able to create a strong brandenrathe UK compared with
Virgin Atlantic. However, due to high competitiom the airline industry around the
globe, the new airline trend is not only about ratentity but also includes cost
reduction, mergers and new technology. Another wesaiit for British Airways is

the existence of a strong trade union. There &ega number of strikes, labour
disputes and negotiations over wages. This causesflct between cost reduction
and staff motivation. However, there are also sopmortunities, such as mergers. In
2012 British Airways and Iberia (Spanish Airlinegre merged, and this might
provide benefits for passengers such as more déstis and new agreements
between airlines. Moreover, there is also a pdisilif growing globally through the

tourism industry.

Southwest Airlines’ culture

My reason for choosing Southwest Airlines is tlas pne of the most successful
airlines in the United States, and is related fosde or spirituality management
(Gittell, 2003). Its strategy is based upon higmbers of employees, rapid
turnaround and single-class service, including ageating. In terms of rapid
turnaround, co-operation among different departs)eéncluding cabin crews, gate
agents and operation agents, is important to pteledays. Human resource
management plays an important role in building sti@joals, shared knowledge and
teamwork ability (Wirtz et al., 2015).During thecraitment process, candidates are
asked how they manage problems. The recruitmenipgnall try to identify how the
candidate demonstrates an awareness of others.tAdéteecruitment process,

everyone receives on-the-job training. The recreitbhand training process is aligned
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with job design, which is based upon functional &Rl related to job descriptions.
Southwest Airlines also assigns operational agesityoss-functional team leaders in
order to coordinate information among differental@ments before departure.
Bamber et al. (2009) state that when something goesg, responsibility is placed
upon the multiply functional aspect of the worlkygtreducing the need for colleagues
to blame each other. Moreover, a conflict resoluipproach has been adopted in
order to better understand how each function warkdhow they might work better
together. There are team-building meetings, inangasnderstanding and
empowering teamwork. Apart from that, the airlingehas a family balance
procedure to ensure that staff are able to enjdyhare fun with their work,

including having time to spend with their families.

People at Southwest care about one another’s &anilVe recognize deaths
and births. We assist in times of tragedy...We p&eple who have worked
for other airlines who say they never received laingt at home from their
former employers, that they never were acknowledgedpersonal way.
(Bamber et al., 2009,p.91)

Moreover, the Southwest model is also concerneld ntployment security. They
attempt to avoid layoffs. Southwest Airlines hagted unions to be a part of its
decision-making process, thereby creating a patiiggmwhich hopefully will reduce
conflict in the industry. One of the key HR praesds the relational work system,
designed to form the strongest bonds among emagsember et al., 2009, p.93).
The company employs a cautious and conservatiagegl, expanding through
slower growth. This leads to a high level of operal performance with high
commitment from employees. In 2007, Southwest weesas the US airlines granting
high salaries and benefits to employees (Wirtalet2015). Boguslaskiet al. (2004)
suggest that one of the crucial management skitjsired for success is the
management of cognition, including personalityt&ravioreover, they also mention
that service should concentrate on soft skills sasteamwork and customer
orientation. In addition, Gittell (2003) suggedtattteamwork ability is also needed to

accomplish certain tasks related to relational catemce.
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Why relational coordination works

Gittell (2003) states that there are three comnelds to achieve coordination: shared
goals, shared knowledge and mutual respect. THesents can shape personal
identities. If these three elements are sharedmilie organisation, it can lead to
collective identity and effective action; henceat&nships are considered to be a soft

side of organisational factors.

Southwest and spirituality

Individuals view spirituality as a soft-side appebabut it can have a positive effect
on both employees and organisations. The spintualel is adapted from two
theories: one developed by Anderson (1997), whichvalues-based management
model; the other by Schuler and Jackson (1987)baséheir studies in strategic
human resource management. Spiritual managemens tefthe sense of purpose
and meaning. Spiritual values within organisaticas help to set the agenda for
business plans and goals, moving forwards to hueswurce management practice
and positively influencing the outcomes of orgatiisal performance (Fry et al.,
2011). A good example of spiritual management Batthwest Airlines, where it
helps to shape a cooperative culture. Southwehég is concerned with community
in its widest sense (Tyler& Abbott, 1998), whick@includes its customers as well
as its employees, thereby leading to a teamwosdatation. The employees at
Southwest Airlines always assist each other, aiscetkttends to the involvement of
their families. The families can participate in m&nds of activities organised by
the airline. Armstrong and Baron(2005) state tmapleyees at Southwest Airlines
feel part of the organisation and that their pgsiton is valued. In addition they are
also entitled to frequent flights at low fares. §kind of participative culture
encouraged by the airline produces a corresporizkhigf and value system amongst
employees. They believe their work is meaningful fael that they can contribute

something to the organisation (Benefiel et al.,401

Another of the benefits of the spiritual modellie tvorkplace is empowerment
(Benefiel et al., 2014). Employees believe thay tten initiate change by accepting
the values and culture of the organisation. Evegyisrencouraged to take action in
order to meet customers’ needs, and this can remfibhe self-worth of employees.

They are encouraged to make suggestions in ordemimve the company so that
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staff are involved in company decisions and padicand they are permitted to
express their ideas about how to manage the con{@amaeffer & Mattis, 2012). An
important feature that relates to intellectual akill-based aspects of work is that the
organisation encourages employees to show theinsants of caring for everyone,
whether staff or customers. There are many exangbldss trait beyond normal
working hours, such as escorting delayed passehgekssafely (Schaeffer & Mattis,
2012). Even their CEO has a sense of humour. AeMil992) suggests, ensuring
that employees are caring and nurturing is an itapopart of the spirituality model

at work. Southwest Airlines’ philosophy is to h&hagppy and relaxed employees in
order to make the work more productive (Fry et2011).They are encouraged to add
fun and humour when they interact with their pagses This is considered a part of
the company’s core values and strategy. Applicarésequired to participate in tests
of friendliness and ability to work with othersciading group interviews and telling
jokes. As a result, companies such as this prosidexcellent working environment
for their employees. | will now move on from the Stern strategic style of
management to the Eastern style as seen in SosthAB&n airlines, with special
reference to Singapore. My purpose is to demorestlifferences in approach in terms

of identity branding in a highly competitive indst

South-East Asian airlines

The Asian airline industry is predicted to grow everther in the next ten years, as
Asian branding will focus more on Asian charm aonggitality, thereby enhancing its
competitive position (Wittmer et al., 2011). Duehigh competition within the Asian
airline industry, the competitive tactic is to irope the quality of service. Moreover,
there is a difference between wages, as Asiama#rigenerally provide higher wages
than Western airlines (Chan, 2000). Each airlinéamdopt its own tactics: for
instance, Japan Airlines may recruit staff of othationalities, such as Thai cabin
attendants, instead of Japanese staff, in ordausttoosts. Cathay Pacific may follow a
similar approach, but Singapore Airlines takesfgedint route, putting much more
effort into a recruitment drive and selection imdar of Singaporean nationals. Not
only is Singapore Airlines seeking to improve it&lity of service by ensuring that
each cabin attendant covers no more than 22 segits) is uncommon in the
industry more generally, but it also places greapleasis on recruiting women under

the age of 26. Moreover, it offers a five-year caat and six-month training course
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for such recruits, hoping to attract suitable cedaths in this manner. This is similar to
Thai and Japan Airlines, which recruit young woraed similarly hope to improve

service standards (Wittmer et al., 2011).

One of the most notable examples of the use dietimale image is Singapore
Airlines. They promote their women as embodyingafisialues, Asian charm,
friendliness and warmth (Chan, 2000). This consrasth Cathay Pacific, which
recruits staff with the motto ‘Service straightrfrdhe heart’, reflecting yet another

aspect of the modern Asian image(www.cathaypactim, 2015).Due to the high

competition in the airline industry between East #vest, aversion of emotional
labour that uses ‘oriental mystique’ has becomieadegyic management tool for Asian
Airlines, whereas in the West anti-sexism campaayesemployed (Sangster &
Smith, 2016). Singaporean women were regarded@sational service icons as
early as the 1990s, by comparison with British Ay and United Airlines. In the
1980s, British Airways also created a training pamgme for cabin crew and focused
upon informality, such as making more eye contadtspending more time with
passengers (Straits Times, 1998, p.6).As for Urtiglthes, they have developed a
customer service philosophy in which employees $amuthe quality of their
communication with passengers as well as with e#todr. Singapore Airline uses
Singaporean women as a strategic symbol of seexicellence —as mentionedThe
Sunday TimesShe evokes the very best in Asian charm anditedgp' (1997,
p.3).Singapore Airlines believe that word of moigtlan important strategy for
marketing. They believe that service quality car®purchased, but can be built
(Chan, 2000).In the meantimdarvard Business Reviét095) states that people in
the United States are willing to pay more in ondetr to be treated like cattle. This
indicates that there is something that makes Smrgagirlines distinct from the
others, quite apart from the image of Singapoream&n. The quality of its catering,
its unlimited budget and the effort that the conypas a whole puts into service
delivery are just as important in promoting theod name. Networking or the Star
Alliance is another important strategy for theiags, in addition to the quality of

service delivered by the cabin crew.
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Malaysian Airlines’ culture

Malaysian Airlines seeks to create a corporateucelithat integrates the values of
gratitude, trustworthiness and discipline in orlegenerate long-term commitment in
their employeeswirtz (2010)refers to the importance of the initial trainingpgramme,
which can create basic beliefs and values thatastllas guiding principles for good
performance and integrate those values into pediioreover, such values need to
be reinforced by making employees aware of themcantinuously communicating
them, so that they become part of daily routineldylsian Airlines’ value profile
consists of five dimensions: freedom, sociabiligwer and influence, learning, and
honesty and integrity. All of these involve perdangeractions and relationships,
such as leadership, collaboration and social intena. After all the coaching, the
next step is to internalise the process. Fraim's (2010)findings it appears crucial for
there to be commitment to such values among emetoge well as top-level
management in order to maintain a sustainable aéon. Hence there is a need to
develop personal human values by involving all eyeés in this model. Moreover,
there needs to be clear communication through@arosation concerning these
values. Role models should also be consideredcamgany policies and HR
practices should be aligned with those values. Ating Skytrax (2009-2011),
Malaysian Airlines was one of the top three aidine 2009, 2010 and 2011.

Singapore Airlines’ culture

Comparing Malaysian Airlines and Singapore Airling®re is some similarity in
terms of HR practice. Heracleous et al. (2006) marthat there is a high proficiency
in recruitment and selection at Singapore Airlirfgsart from its success in cost
control, alliance networking and management, itsrcarews are among the best in
the world, according to Skytrax (2010).Training alevelopment are crucial in this
regard. All the women have a full year’s trainibg;the time they finish the course,
which runs along holistic staff development lirkgy are fully transformed and in
tune with the airline’s corporate values. Its' Se#velopment Programme’ focuses
more on service excellence, in response to risistpener expectations influenced by
service standards within the industry. The airtiraéns 9,000 staff a year through a
programme called ‘Transforming Customer Servic&ig&pore Airlines believes that
service staff form a crucially important part oétbompany’s public face and so are a

vital asset representing and reflecting the comigamand image. The airline seeks to
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recruit staff who have empathy with people, witleetiul, friendly personalities,
because it would like passengers to have a goawihen they are onboard the
aircraft (Heracleous et al., 2006).Singapore Agdinsenior cabin crew also conduct

on-board assessments. The assessment criteriatackih Table 5.1.

Table 5.1: On-board assessment, Singapore Airling8Virtz et. al., 2015)

Image: uniform, grooming

Service orientation: interaction with passengers

Product knowledge and job skills: familiarity wipnocedures on board the aircraft
Safety and security: safety procedures

Work relationships: team spirit

People management skills: ability to work with wais services

Pre-flight session: pre-flight briefing

Singapore Airlines employs the image of Singaporgamen as a platform for

service excellence. Cheong Choong Kong, formeregioge Airlines chairman and

CEO, said:
The Singapore Girl was conceived, a personificatiboriental charm and
friendliness, which the airline made real throughetul recruitment and
painstaking training. Effective and original adisrtg, together with word of
mouth praises from satisfied passengers, wouldesaaura of superior
service and style. The aura, once establishedichlae sustained through
constant training, clever advertising and ingenintthe cabin. (Heracleous et
al., 2006, p. 59).

This is supplemented by the ‘three Cs’ strategyauisistency, clarity and conformity

(Wirtz et. al., 2015), with the cabin crew being #ey factor to deliver these. The

following analyses the performance success of ogeAirlines.
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Figure 5.1: Key factors in Singapore Airlines’ superior perf@mnce (Heracleous et
al., 2006)

Low staff
costs Global revenue Response
\ bast to crises
Young
aircraft fleet Superior
performance
Exposure tc T Alliance
competition Brand réputation and _—
acquisition
ctrateninc

As can be seen from the diagram above, the braamdiig is not only related to
Singaporean women but is also comprised of otletoffa such as a young aircraft
fleet, exposure to competition and alliance stiateglrhe combination of all these
strong points has made Singapore Airlines the iehghding airline, as can be seen
in the Skytrax results each year (Skytrax, 2010).

Recruitment and selection
Behind the ‘Singapore Girl’, the most important keySingapore Airlines’ success is
its front-line staff, as follows.

Service excellence

Heracleous et al. (2006) state that Singaporen@islihas created a culture of
customer orientation and cost consciousness. $eexicellence is composed of the
following elements:

Figure 5.2: Cost-effectiveness and service exceltenmodel Heracleous et al.,
2006)

Cost- Service
effectiveness excellence
Service/ Innovatidn Profit/cost Holistic ffta Acquiring strategic
design consciousnegs developmen denelot
development through a world-
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According to Singapore Airlines, the company mamga service development
department. This supports research, the assessifnargtomer reactions, and
anything related to service innovation. This emd®ssa corporate culture that
accepts change. In terms of profit consciousnbss;dmpany has trained every
employee to be aware of the conflict that mightebietween excellence and profit.
Therefore the customer must be satisfied in a cosscious way. Moreover,
Singapore Airlines builds teamwork by dividing tieam into small groups and
keeping them together for a minimum of two yeansgerms of developing staff
holistically, everyone from top to bottom maintaaslear goal. The training covers
soft skills such as personal interaction, includangotional skills for the purposes of
dealing with stress and passenger demands. L&stigapore Airlines achieves its
strategic goals through its world-class infrastoet This includes catering,

maintenance and airport management.

Budget airlines: Air Asia’s culture

There are a number of budget airlines in the &rindustry, such as Air Asia, which
is one of the biggest budget airlines in Asiani&n operations are based in Malaysia
and Thailand. The need is to keep operational @sstsw as possible. The literature
shows that the low-cost model can produce a reas®nat revenue; the question is
whether low-cost operations can maintain a quaktyice on a par with other airline
providers. A key issue is service ability, traingagd development, and hence the
issue of recruiting the right personnel is crudigth for maintaining quality and for
keeping to budget. Air Asia has been successfoamtaining a high-quality service
which it classifies as ‘friendly and personal’ (@h2000). Chan states that budget
airlines such as Air Asia have been particularlgcassful at targeting business
travellers on routes between capitals and comnienities. He states that Air Asia
has five business strengths: there is a single,dls service does not include in-
flight meals, there is in-flight entertainment, &ty programmes are offered, and the
purchase of seats is non-refundable. Air Asia staffe to be able to carry out varied
jobs since the airline expects efficient operatiand high aircraft utilisation, such as
short turnaround time (approximately 25 minuteg) eimger working hours. One of
Air Asia’s mottos is ‘now everyone can fly’ (Cha000). This alludes to the

affordability of the airfare.
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The literature summarised above illustrates sosues concerning the characteristics
of Asian airlines and the strategies adopted byuarcompanies based on employees
valuing both themselves and organisation. ThrabefAsian airlines discussed above
seek to make employees believe in themselves agenterate self-confidence in their
staff. The next section will move on to discussiTiavays, where my main study is

focused.

Thai Airways’ culture

In everyday life we cannot avoid interactions withers, especially in the service
industry. My research investigates the airline stdu This section will discuss Thai
Airways and its organisational structure, includihg company’s strengths and
weaknesses such as its powerful brand equityeitBreé in productivity and

increased debt, the opportunities for governmeppstt and strategic marketing
schemes, and the decline of the Thai tourist imgu$his will provide an overall
picture of Thai Airways for readers. Thai Airwayscruitment and selection process
for cabin crew uses specific criteria, such asied to have completed a degree or a
Department of Civil Aviation qualification. Thereeatwo key issues for being a flight
attendant: a concern for safety and a service rign@abin crew must be willing to
assist others and help them have a pleasant figlimhg a member of the cabin crew
is a privileged job in Asia, as it requires a geallicational background and offers a
chance to travel abroad. The demand for such pbased on a head count of
passengers: one crew member for every five passeigérst class, one crew
member for every 12 passengers in business cladgree for every 32 passengers in
economy class. The screening process is as fol[oa Airways Annual Report,
2014).

Physical size
Weight and height criteria (165cm, BMI) are reqditeecause physical flexibility is

needed in an emergency, and to help passengdstothe overhead compartments.

Personality screening
Appearance, composure and posture are all considetee important. The
appropriate way of greeting passengers, a gentimenahroughout the service and

even the way of handling baggage are importargeasie, considerate and respectful
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manners are seen to be an integral part of ThaireulCabin crew are expected to be

representatives of Thai culture, and so must be &ebehave accordingly.

Written exam
There is an attitude and aptitude test. A cooperatiorking relationship is seen as
essential, and there is also a check on mentaldypaychological well-being. As well
as such tests, candidates are required to undextgi@up exercise involving some
role play, a swimming test, and a health check+apiged by the Institution of
Aviation Medicine. There is also a formal interview
The training covers the following topics:

» Categories of aeroplane

» The aviation business, including the company’siess targets, partners and

customers

» Social manners, Thai society and culture

This training takes 12 weeks to complete; the paak is 90% in the security section
and 80% on passenger service. It is interestinthiesfirst lesson for flight attendants
is to learn how to do a Thai-style greeting. Theeging is considered to be a
significant aspect of Thai culture and makes disiims according to social rank,
with monks and elders being greeted differentlyrfithe general public. Such
greetings, together with the distinctive Thai sitkforms, are the first step to impress
passengers, and have become the hallmark of Thei ceews.

Trainees also have to learn about social mannerge@ing considerate towards
passengers. As well as focusing on their extenqpa¢arance and taking a make-up
class, they also have to train in inner beautyramdifulness, one of the most
distinguishing features that sets the company dpart its competitors. Trainees
have to become involved in a charity project, sagla school for the blind. This is to
educate them about the needs of disabled passergel®w best to be of service to
such passengers and take good care of them. Bygipating in charity projects,

cabin crew are able to practise serving all kindsassengers from their hearts, with
mindfulness, expressing both internal and extdsealty. Finally, the training covers
in-flight simulation. Trainees then have to pregéeir simulated flight to the

assessment panel.
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Links between the training programme, organisatidrzulture and Thai culture

The issue of the management of cultural diversitthe workplace has taken on
greater significance in recent years, and in tHmaiindustry in particular. | have
personally observed this phenomenon in the codrsgy@mwn work experience

within the airline industry, working for differemirlines for well over ten years. It has
also been noted by a number of researchers inglide(Minkov et al., 2012).It is
within this context of managing cultural diversihat the kind of organisational
culture being promoted by Thai Airways assumesqadr importance. The
company’s focus on spiritual values and compassmards others, on mindfulness
and being attentive to others’ needs, not onlyeotdl traditional Thai culture, but also
helps to embody such values in everyday work prestithrough the kind of in-house
training provided as well as through stated compaolicies and procedures.

The next section will move on to a reflexive dissios of Thai culture, gender and
organisational studies. In the airline industrg #ork of Wirtz et al. (2015) provides
the model of high/low-contact service encounteteylseparate customer contact
from personal interaction services where therelesvaneed for customer contact,
such as in telemarketing and Internet banking.okdHe airline industry, they state
that it processes people. The marketing challesi¢e ¢reate a good experience.
Customers have physical as well as personal cowititairlines, including with the
service environment, and this influences custonsasgsfaction. In low-contact
services, there is little physical or personal aohwith customers; it is more like self-
service (Wirtz et al., 2015).

Operational organisation

Since my research area is related to in-flight@ustr service, and my research
guestion is ‘What are the contextual factors thay mixplain the continuous success
of South-East Asian airlines’ customer service®, mext figure shows how in-flight

customer service is organised.
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Figure 5.3: Organisational chart of in-flight custaner service(Thai

Airways)

In-flight customer
services: vice
president

In-flight service In-flight service In-flight service
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In-flight service In-flight service
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In-flight service
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development

In-flight service
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information
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Broadly speaking, the company is divided into rfumgctions (Thai Airways Annual
Report, 2014):

» Customer services executive vice president

» Quality and safety assurance director

» Office of the executive vice president customevises
* VVIP services coordination director

» Customer satisfaction assurance director

» Ground services training

» In-flight customer service department:
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o Cabin attendants administration, standards and tmeent
o Catering administration
0 Equipment administration
0 Quality assurance and control
o Economic control
* Administration

* Planning and assignment

In each category, the functions are divided intiwvkeen seven and ten divisions; each
division has a manager, with subordinates undénérisontrol. Therefore this
investigation of in-flight customer service followse Thai tradition of
superior/subordinate relationships. The culturélies are identified partly by
hierarchy, in particular where the organisatiotalcture is managed by a
consultative decision-dictating style. This potaltyi affects employee behaviour as
well as organisational processes. According toiplybdvailable information, Thai
Airways is a public company which is mainly ownedtbe Ministry of Finance and
the Thai government. At first Thai Airlines wasaint venture with SAS. However,
the Thai government bought out SAS’s holding in2,9%hd Thai Airways is now
fully owned by the Thai people. The company pol&yo acquire new skills and
international standards, including raising awarsrsT hai culture, customs and

traditions (Thai Airways Annual Report, 2014).

The selection criteria for cabin crew state that asinimum recruits need a
bachelor’s degree in any field, or academic actadn from the Ministry of
University Affairs for Overseas Graduates, withi@imum score of 600 on the
TOEIC or 5.5 on the IELTS test. Moreover, they havbe able to speak and
understand English, as well as having a good pali$pand good human relations
skills. According to publicly available informatipim 1997 Thai Airways started to
create a Star Alliance with four leading airlinesufthansa, United, SAS and Air

Canada — and since then further Star Alliances baea created. This is a result of
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the changing face of globalisation. Since the 8tkance was formed, positive

feedback has benefited Thai Airways in the follogwmays:

It has created strength and maintained qualityaorapetitive market

It has created a global network

It has made Bangkok into an aviation base forredifrom around the
world

It has created a positive image for Thai Airways asobal brand and
network

It has created airline resource efficiencies, axhost-effectiveness, use

of a joint airport lounge, and bargaining power

(Thai Airways Annual Report, 2014):

The organisational structure

According to the management group, Thai Airwayshagement consists of the

president and six executive vice presidents. THevitng diagram shows the

organisational chart.

Figure 5.4: Board of management (Passenger Servibganual, 2010, Thai
Airways International)
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According to the Thai Airways manual, the majoofythe shareholders are
distributed within the government. At the macroelethe company structure is
separated into:

1) Board of Directors (the majority are at the topraiehical level, and from the

government sector);
2) Executive Management Team.

Thus the major management decisions are made byeaucracy where power
implies authority. Drawing on the notion of powafkuenced authority, it can be
argued that there is a degree of top-down managemére organisation. This is in
line with Hofstede’s research on power distanceadrticular, this may well have an
individual effect on cognition and performancejsaalso suggested by Sue-Chan and
Ong (2002).

Table 5.2: Thai Airways’ operational indicators, 2M7-2009Thai Airways Annual
Reports, 2014)

Financial sums are given in millions of Thai baht

Ending December 2007 2008 2009
Net sales 1999,921 202,606 163,875
Net profit 4,368 21,379 7,344
Number of 26,897 27,193 N/A
employees

Data Monitor (2009) outlines a SWOT analysis foaiTAirways. Compared with

other airlines, the company is part of a powerfuba through its Star Alliances. This
advantage enabled Thai Airways to market itselfrduthe economic crisis. The
credible significance of Thai Airways is its alylito maintain its strategic

investments, such as code-sharing agreements thigh airlines and a powerful

brand. However, there is a decline in productiwipjch is considered a weakness. In
terms of opportunities, Thai Airways has extensiupport from the government as it
is a national airline. In addition, there is a &tgic marketing scheme and increased e-
commerce in the aviation sector. Since the politoaflict in 2006, Thailand’s

tourist industry has been in decline. This had sopgative effects on Thai Airways.
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Strength: powerful brand equity

The following table shows the awards that Thai Aiys has received within the last
few years.

Table 5.3: Powerful brand equity(Thai Airways Annual Report, 2014)

A Skytrax survey ranked Thai Airways number onéhia First and Busine:
Class Airport Services categories

Thai Airways was awarded Best South-East Asian &tegiAirline byGlobal
Travelermagazine

Thai Airways was ranked third [Travel & Leisurc magazine in the World’s Be
Awards 2008: Top International Airlines, among otawards in 2008

Thai Airways’ catering received OHSAS 18001 cettifion for food production
safety standards from Bureau Verit as Quality ha&onal

Thai Airways won Best Airline Staff in Asia in 2014

According to Data Monitor (2009), Thai Airways hexgpanded its network by
making connections with other airlines. The Stdiafice consists of 14 members,
plus code-sharing agreements with 18 other intemnailt airlines and two domestic
airlines to provide better routes and services.ecgitharing provides an advantage for
Thai Airways because it is able to offer 560 ddilyhts, and the alliance enables
Thai Airway to increase revenues with minimal cq§tata Monitor, 2009).Thai
Airways maintains a strategy to operate its busifigsproviding services such as
ground customer services, cargo and catering srvikhe company has strategic
investments so that it is able to relate to aliimess segments, such as Royal Orchid
members, who can use the airport hotel for a sppd@e. Thai Airways is also
involved in low-cost airline investments such akMar. Its strategy is to provide
many services related to travel, hotels and caalgrso that customers can find all
their services located under one roof. Apart fraar 8lliance, Thai Airways has also
created IT initiatives such as the new e-paymesiesy, or the Royal Orchid Plus
system in which members can use points to upgtesgledeats. The purpose of such
IT initiatives is to improve service quality. Therapany uses multi-channel
approaches in order to meet customer requireméhis.can provide operational
efficiency, including cost-effectivene

Weakness: Decline of productivity and increased tleb

Data Monitor (2009) also outlines a few weaknesses.
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Table 5.4: Decline of productivity and increased dat

Cargo segment: a decline in the ratio between dgpead and capacity offered,
from 70.3% in 2007 to 68.2% in 2008

Cabin factor: a decline of passengers from 79%90vV20 74.8% in 2008
Capacity sales: a very high rate of decline, whiak an effect on overall
productivity

Debt-equity ration: the company’s high debt-equ#iio of 3:1 indicates a high
risk

Data Monitor (2009) predicted that this declingpmductivity would affect Thai
Airways’ profitability, and that its high debt-edyiratio would be an important
obstacle in its financial situation.

Opportunities: government support and the strategiarketing scheme
The government has announced a strategic markstimgme to improve tourism in
Thailand. There is more cooperation among leageBouth-East Asia, especially
Thailand, Malaysia and Indonesia. This cooperasgdo strengthen economic
growth. The government is also supporting the peis@ctor to promote tourism in
Thailand and the subregions (Data Monitor, 20089 following are some strategic
marketing schemes promoted by the government:
* Value cards are issued for foreign tourists, witdunts on shopping in
Thailand.
» The company is concentrating on developing domestites where fuel is a
small percentage of the operating cost.
» E-commerce is being increased in the travel seAtmrording to industry
sources, travel-related services still remain #ngdst spend category. Thai
Airways is trying to increase e-ticketing and meliitketing, which might

help the airline to increase revenue through thanaoel.

Threats: the decline of the Thai tourist industry

Due to political conflict and unsafe circumstante$hailand since 2006, the number
of tourists has declined drastically. This includlee eight-day closure of the airport
in 2008, when the difficult situation caused a ioiilvisitors to depart the country or
cancel their flights (Data Monitor, 2009). Mergéetween airlines are another threat.
Mergers can limit the code-sharing relationshipsveen Thai Airways and other

airlines, and also creates a stronger financiahan for merging airlines compared

114



with code-sharing. Thai Airways is facing a genlgrdlifficult situation for
commercial airlines and the tourist industry. There many factors, such as the
fluctuation of currency exchange rates and fuelgs; which are having a negative

effect on other airlines around the world due teraging costs (Data Monitor, 2009).

Thai management is attempting to achieve busimegsvement by improving
revenue generation and revenue quality throughiiatehannels. The company is
trying to minimise costs by increasing revenue tilgfodomestic channels or regional
flights. According to Euromonitor International @), Thai Airways is still the
leader in the airline industry, even though it eigreced a loss in 2008 —its first year
of operational loss after 43 years of profit. istegy was to reduce all unnecessary
costs and to increase revenues from profitableespuicluding airline services. In
order to gain revenue, Thai Airways increased tlael lof business and first class,
including economy class passengers. Its plan waktease international flights,
from 62 to 70 flights with 36 countries (Euromomitoternational, 2010).The purpose
of this strategy is to create a strong positioermationally, including promoting
Thailand as a regional hub in South-East Asiacketing has been expanding
quickly, especially for low-cost airlines such asailAirAsia, and Thai Airways is

attempting to increase e-ticket revenues from 5208 in the future.

Conclusion

In this chapter, a literature review was condudteprovide a background on how
airlines work, the shared aspects of core compgtaciss the airlines, and some key
areas of difference. This review has developedesgarch by helping me to consider
how the company might influence employees’ behaviowrder to make passengers
happy. Thai Airways’ company background has be@odiuced. This might give an
indication of how the company’s culture might irghce its own and its employees’
behaviour. All of the airlines mentioned so farrghsimilar core competencies but
adopt their own styles of management. For exangdathwest Airlines tends to
emphasise fun and play, building team spirit, wasr@ingapore Airlines is more
focused on excellence and service quality whilenta@&iing cost consciousness.
Major airlines such as British Airways, Southweiit)gapore and Thai Airways all
share aspects of core competency, namely goodteeiiere are also some

similarities in terms of interactions and relatibips among employees and
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passengers. For example, Southwest Airlines hadi@ywoncerning relational
competence which might create a collective identitiyereas Singapore Airlines has
a service development department and uses custssessments. They are both
concerned with the quality of interactions andtiefeships with staff and customers.
This is the point on which | focus my researchhia tollowing chapters, especially in
the context of the national culture in Thailandjathis classified as a relativistic
country where individuals maintain informal relatéhips such as brother-sister
relationships (Hirsch &Tapp,2010).The next chapiscusses the methodology that

was employed in my research.
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CHAPTER SIX
Methodology

Introduction

This chapter first outlines the purpose of my reseatudy, the main research
guestions and the overall research approach, gatsitological and epistemological
concerns including an account of my own role assaarcher and my real-life
experiences as an airline employee. This is foltbime a discussion of the adoption
of a research strategy involving a case studyrahienale for choosing the case study
of a specific airline, and the means of acceseeaabmpany. Next comes a more
detailed description of the specific research m#ghzhosen for the case study,
including documentary analysis, observation andi-stmctured interviews. This
description also includes an account of what dats to be derived from each
research method employed, how this related to ttiggnal research objectives, and
how each research method was implemented. Isseespassing the design of these
research instruments as well as language issussssacsampling and confidentiality
will also be discussed, including how they wereltdedh. Finally, methods of data
analysis will be examined.This chapter establishesnethodological framework for
undertaking research into women and cross-culissaks in the airline industry. It
relates to the primarily theoretical issues whigrevintroduced in the previous
chapters, highlighting epistemological concerns aiifieking a reflexive approach to

the research process that is mindful of my owntmosng.

Purpose of study and research questions

It is important at the outset to restate the méjedives of the research. Firstly, the
study is interested in examining the interrelatiop$etween Thai cultural values,
company policy and individual behaviour at worlontler to answer the main
research question: what are the contextual fathatsmight explain the continuous
success of South-East Asian airlines’ servicedieioto have a better understanding
of the research methodology, it is important taeemthe purpose of the study. This
thesis aims to examine how national culture migfiiténce organisational behaviour,
and to provide an insight into the responses ofpaom stakeholders (employees and

others) in the context of the business sector aftdral framework.
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The research question that | have attempted toemisvthe following: what are the
contextual cultural factors that might explain suecessful customer service of a
South-East Asian airline, as viewed from within #idine? In answering this
guestion | consider the following key aspects:

* Gender and culture — the traditional behaviour om&n in Thai society,
plus Thai cultural values and their relevance todliline cabin crew’'s
behaviour

» Sector conventions — the conventions of serviceigian in the airline

industry and how they tie in with gender and c@tur

The two theoretical/conceptual focuses are nowlgl@amtlined: customer service
conventions in the airline industry as they impigeorganisational behaviour; and
(Thai) national culture, particularly gender, assitelevant to organisational

behaviour. In answering my research question, sictem the following key aspects:

1) To investigate how company policy influences empks/ behaviour in order

to achieve Thai Airways’ corporate goals.

This means exploring the interactions that are eltiée in company policy and
which might affect performance outcomes. This pdeane emphasis on behaviour and
conduct-based company policy, and is examined girdle content analysis of

policy documents and other organisational repartsteaining manuals.

2) To investigate traditional Thai cultural and gendalues that can influence
organisational and employee behaviour, and thenextenhich work-related

cognitions appear to be influenced by gender atidmel culture.

The literature reviews in Chapters Two and Threwipled a general background on
Thai cultural values and gender. To develop trseaech question, semi-structured
interviews investigated individual attitudes in erdo examine employee conduct in

the context of behaviour and conduct-based orgaoitd policy.

3) To investigate the extent to which traditional Toalture has an impact on
organisational culture as expressed in expectatbmlividual and collective

conduct as manifested in company policy.
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The literature review in Chapter Two provided aveistigation of spirituality as it
impinges on individual and collective behaviourisTtesearch question reflects
individual beliefs, which again were investigatatbtigh observation as their

outworking is embedded in passenger and crew rtiers.

Secondary objective
4) To investigate the relationship between femaleggads as subconsciously
related to individual need satisfaction and matéesn the work context.

Identification of overall research approach in reldion to ontological and
epistemological concerns

The goal of my exploration of Thai culture is teéstigate and contextually explain
the meaning of social interactions in a specifickmelated environment. Each
culture experiences life in a unique way, basedanms, values, attitudes and
experiences specific to that culture. My task veadiscover the cultural knowledge
reflected in the way in which cabin crew in a crosftural environment proceed in
their social setting. In this case, the researebliies company policy, which embeds
itself in the social structure, beliefs and valiresrder to create positive interactions.
The aim of my research is to go to a deeper lavélabserve what is going on from

the other side of the world, metaphorically.

In the previous chapter, | reviewed debates onsecofural history among
anthropologists and other researchers, in studeshvwgenerally take Western culture
as their starting point. In the case of this stutywas important to pay attention to
any culture where collectivism influences peoplefaviour. This might affect
attitudes and behaviour, as people are concerrtbdpeers and other social
influences (Minkov et al., 2012). People’s perspest on others are a crucial factor
in collectivistic attitudes. In China, this netwaskconnections is called ‘guanxi’
(Thomas & Peterson, 2015). This has implicatiomscfoss-cultural interactions.
Importantly, my investigation of Thai national auk reflects collectivism and high
power distance, where bureaucratic control andoatiihfluence management can

affect cabin crew behaviour. There are numerowsares approaches and research
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techniques in the field of business and managersentg of these approaches will

now be considered.

Methodological considerations and negotiation of aess
This research is concerned with gender and sodt-idracteristics in the airline
industry, specifically with female cabin crew anithin a particular society and
culture. The initial stage of the research wascf@a@e women'’s perceptions of the
airline industry. Secondly, the aim was to deveadogss-cultural theory by generating
the theoretical and conceptual bases of the studiyrther aim was to develop a
theoretical position on traditional gender roled arcorporate it into cross-cultural
knowledge so as to understand the relationshipderivgender and culture. The work
of Riach et al.(2014)is a good example of researcgender, sexuality and
embodiment within organisations. Arthur et. airgélligent career’ (1995) can serve
as a platform for understanding key personal agdrasational competences on Thai
Airways: knowing why, knowing whom, knowing how.

» Knowing whyrefers to one’s long-term commitment to a job, ea

profession — in this case, the cabin crew. Of @abee is the socio-economic

position of the job in Thai society.

» Knowing howrefers to understanding how to discharge a jolctffely. The
methodologies of focused semi-structured interviesgether with job
analysis and job description (through the intergeas well as documentary

analysis were employed to find out.

» Knowing whonrefers to one’s social capital —the networks antext
necessary to be recruited into a position in tret filace and then to maintain
it.

Theseknowingsare underpinned by Thai culture and values. Mestigation of this
was conducted with reference to relevant theoryveasialso supported by
information gained through interviews as well agdi observations. The focus was
on the individual knowing aspects within this peutar organisation and with

reference to the society and culture in which énsbedded. This is presented within

the following framework:
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Table 6.1: Research framework

To answer the| Context Key concepts Topic Methodology
question
Knowing why | Thai societ Socic-economic Motivational logic | Socic-economic
status data
Work-life balance Literature
Interviews
Knowing how | Buddhist Letting gc Techniqu Documentatio
tradition Self-reflection (Self- Interviews
(Mindfulness) maintenance)
Knowing Thai culture Thai values, Customel Observation
whom/what characteristics interface Open interviews
Company
documents

Using a qualitative approach

The reason why | decided to use a qualitative ntettas because it would allow me
to go more deeply into the data and probe intacthiiral bedrock that might
underpin individual behaviour, interfacing with treality of real-world research
(Robson, 2011). This approach allowed me to intcedipontaneous follow-up
guestions and, if there were any unclear quesboasiswers, to remedy that
instantly. Methodologically the main focus of tlesearch was to understand the work
process through the eyes of female employees. Nigot access to this airline was
not difficult, because it is a national airline agublic company, and so in principle
should be more open to public access —althoughaictipe, good luck and
perseverance also played a part. | emailed thedergsof the company, explaining
that | was a Thai PhD student based in the UK,autlining in brief my project and
the help | required. The president happened tadetly in favour of research, and he
passed my request to the vice president resporfsibéabin crew and to the cabin
crew manager, with a favourable recommendatione@maet the vice president, the
research process started rolling | had a very gotldboration with their team, who

assisted me throughout the research process.
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Rationale for a single-case design

To answer my research questions, case study réseascconducted in order to
explore particular questions concerning Thai sgaeid its implications for the work-
life balance of cabin crews and the factors théiiémce their work motivations.
Moreover, the case study approach also allowecdbmeplore employee strategies for
self-maintenance and the cabin crew-customer ater&s mediated through Thai
values and characteristics. | made a decisiomtid the scope of the research to a
single case study. The reason for this was relatétuke issue of practicality and the
means of gaining company access, as it provectdiffio get access to other airlines.
According to Robson and McCartan (2016), a cas#ysieals with the complexity of
and is specific to one particular culture, which b& a single organisation, a single
geography or a single event. In this case, a sagiee company was chosen to
examine the influence of a particular culture (Jhéthin a single geographic area
(Thailand). Moreover, an intensive examinationva#d me to look into different
aspects of the organisation from different angdesl according to Yin (2003) a
critical single case study approach enables arhattderstanding at a deeper level.
Another reason for choosing the single case stpgyoach was that it allowed me to
look from both sides of cultural studies, both eamal etic. At the socio cultural level
of analysis, research often involves two approachies emic approach entails the
study of local customs and beliefs as describeddbiyes of that culture, and includes
the values of the members of that society (Agerlamgyhry, 2004). On the other
hand, the etic approach looks at culture from ttside, and is a more analytical
approach based on previous constructed theoriésawiiew to discovering universal
cultural processes as well as cognitive and ematistnuctures (Crane & Hannibal,
2009). From the point of view of cultural anthropgy, these two approaches are key
elements helping us to understand human behavi@mupersonality in the context of

a single culture.

| decided that the best method to adopt for thigstigation would be to combine
these two approaches, thereby providing a richikural understanding of the specific
work environment faced by Thai cabin crew membesag both perspectives
(inside-out and outside-in).In this case, the eapiroach was explored by examining
Thai people’s beliefs and everyday lives, and cqusatly their workplace behaviour

as influenced by cultural norms (Xia, 2011).Thisweflected in my use of semi-
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structured interviews as well as the content aflyiscompany documents. The etic
approach is about how people from outside (i.e-mationals) perceive the country
and its people(Xia, 2011). In this case study heix&d passenger perceptions, partly
on the basis of Skytrax research on how outsidersejve Thai national culture and
traditional gender roles, and partly based on nmggel observations. A further
reason for using a single case study was to exploag cultural influences in more
depth within the context of social interactionghe workplace, both amongst
company employees and between cabin crew and ppssethereby allowing

greater insights into the meanings invested in sotenactions. Each culture
experiences life in a unique way, based on noraisies, attitudes and experiences
specific to that culture (Thomas & Peterson, 20T task was to discover the
cultural knowledge that was reflected in the wawrch cabin crews in a cross-
cultural environment came to perceive their pogiand social setting. This yielded
further insights with implications for employee®Hhaviour in the work environment,
where the national culture, social structure andmany policy dictate the norm for
work-based conduct in order to promote positivéadacteractions. Importantly, an
investigation of Thai national culture must refléstcollectivism and high power
distance, which might have implications for cahieves, where bureaucratic control
and vertical influence management can effect catdw behaviour (Minkov et al.,
2012). The next section will demonstrate the retathip between the research design

and triangulation methodology.

The case study approach can be separated intedbdities: construct validity,
internal validity, external validity and reliabyit For the construct validity of this
study, | used multiple sources of evidence ancetBeparate methods: secondary
document data, semi-structured interviews and obsen. A chain of evidence was
established by linking the key informants, therebing the triangulation method
(Robson, 2011). For internal validity | provideg@aitern matching these three
methods and analysing the resulting data througlaaation building and logical
models. The validity and reliability of each metheds evaluated through cross-
referencing with the analysis of company policy wloentation, and with data

obtained from interviews and observations.
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Single case study design
Yin (2011) says that the rationale for a singleecstsidy is the representation of a
critical case, which can further contribute to tlezelopment of knowledge and

theory.

Figure 6.1: Single and multiple units of analysis

=‘\_=‘/=

Holistic (single unit of analysis)

Thai cultural
values

Embedded multiple units of analysis
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In terms of data collection, this single case stswolyght to obtain the following data
(see Table 6.2).

Table 6.2: Design for data collection

From individuals From the organisation
Individual behaviour Other reports of behaviour, attitudes and
Individual attitudes perceptions

Individual perceptions
(about individuals)

How the organisation works Personnel policies
Why the organisation works Organisational outcomes
(about the organisation)

Data collection method

In order to answer my research questions, | stavihda conceptual framework and
theoretical context. According to Robson (201iangulation means bringing
together different types of data, or different way$ooking at data, to answer the
research question. It broadens and deepens unutirggaand adds richness as well
as different perspectives. In this case the trilaigd methodology, incorporating
interviews, observations and the assessment ofexibased secondary data, enabled a
better understanding of the relationship betweeogptions, emotions and
psychological factors in human behaviour (Robs@1,12. To explain how each
method was related: the interviews highlighted exygés’ perceptions, both
individually and organisationally; observationswrattention to the emotional
expressions and manifestations of cabin crew; amgnmal gathered from airline-
based secondary data furthered my understandiaggahisational behaviour and
national culture, which | used subsequently inahalysis. These three elements were
addressed throughout the study. The relationshipdan the three methods and the
time frame for each method were reflected in tipetidon of data analysis and
collection. This supported the reliability of thatd. The combination of the three
methods provided me with a broad understandinghatwvas happening, and with a
detailed explanation of how and why things wereuogieg. The intended outcome
was to produce and enrich understanding of the tompterplay between
individuals, social structure and national cultwithin both micro and macro

dimensions.
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The validity of individual attitudes and reactiomas demonstrated in relation to the
psychological elements embedded in national culflinés thesis includes an
illustration of company policy in terms of behavi@nd conduct, and significantly
highlights output from the organisational perspaxtiThe triangulation methodology
helped me to achieve confirmation of my findingotlgh a combination of types of
validity(Robson, 2011). | had increased confideincthe credibility of my results,
because multiple data collection methods genexairdistent findings while at the
same time establishing the validity of the methasisd to reach those propositions. It
is necessary to identify the data collection insieats or techniques and their
respective strengths and weaknesses with regdindeats to validity. The following
figure (6.3) illustrates triangulated research rodtilogy. An explanation of each
research method will help to simplify the answerrigny research questions later in
this chapter.

Figure 6.3 Research method

Content analysis Observation

(company input) (practical)

From triangulated methodology, a grounded appreadproduced in order to
explore the reality of each point of triangulatibtaving described the process by
which the objectives were refined, it is now appiaje to discuss the design of the
final research instrument. First, an explanatiothefgrounded theory approach will

be given in the following section.
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Grounded theory: an overview of procedures and pratice

Coding was used for the grounded theory logic andguures of this research,
because it allowed me to adapt and integrate na/wlih the logic and practices of
other qualitative analytical styles. | used semikdured interviews, content analysis
and observation. An advantage of this approadhaisit appears to adapt to the
purposes and constraints of specific researchtgitg and to blend with other
procedures. According to Corbin and Strauss, tmageh‘grounded theory’ refers to
the development of data collection as it applieisdinictive theory. This means that
the outcome of the theory matches the data, whftérsifrom analyses derived
deductively from a main theory without the helpdata (Corbin& Strauss, 2008,
p.12).The data from coding mechanisms derived from tHmais perspective
allowed me to have a better understanding of thieies. My case-oriented
perspective tended to assume that variables wereating in complex ways
between cabin crew, passengers and the organiabtiolture. The grounded
approach, particularly as Corbin and Strauss (2888glops it, comprises of steps
which are implemented to ensure a good theoryeasultcome. Strauss suggests that
theory is constructed by the process in which traity of data can be evaluated.
From a scientific perspective, this is differerghfrom the generation of theory; new
data that has been created can be explained theotigory (Corbin& Strauss, 2008).
Researchers use categories drawn from the resprttemselves, and tend to focus
on revealing implicit belief patterns, shown inligtéc detail. The data that emerges
reflects the real world. In addition to the reatliiythe airline industry, it was also
significant for my research to be able to undexste reality of the cross-cultural
environment. It is basic to the grounded theoryrapph to build a written database in
order to identify variables and categorise therasto find their interrelationships. In
this instance, the data came from observationgléwiour, interactions and events
from the cabin crew’s perspective, which gave neeability to perceive variables and
relationships by using the grounded approach.

Open coding

In open coding (a detailed definition will be given the following page), the
analytical process is that in which concepts agatified and dimensions are
perceived in the data, where the main idea imaliesncept (Corbin& Strauss, 2008,

p.103). Thus the grounded approach enables tharodse to define what he/she sees
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and how one condition might be related to anotimegeneral terms, the process of
identifying and collating categories and properigeknown as coding. Coding can be
carried out very formally and systematically, diormally. In grounded theory, it is
normally done informally. However, there are soreaddits to maintaining an
investigation of codes along with the descriptiaitnsch are considered to be useful,
including the texts that contain them as indicat@sen coding provides the benefit
of opening up the thoughts, ideas and meaningsited therein, in order to uncover
and develop concepts that are needed for claiificatf the text. The work of Corbin
and Strauss (2008) shows that open coding is ap#re analysis related to
identifying, naming, categorising and describingoanurrence found in the data. In
my study, keywords were taken from each line, sex@end paragraph in order to
search for answers to the questions’ what is thisit? How and why has this
happened?’ Strauss and Corbin (1998) state that whecepts are used in

interaction, they often intensify a cultural metaptwhich fits into my research.

My research rests on information gathering andauiions between cabin crew and
passengers from the perspective of a conceptuddweart of the analysis is to

identify general categories in which these elemargsnstances of organisation,

work activities, social relations and social outesmin some grounded research, there
is a theorising about how the world ‘is’ ratherrii@ow the respondents see it. In the
case of this study, coding sought to uncover tepardents’ perspectives, rather than
any prior theoretical assumptions. Next to codirmpnsider that paying attention to
processes is very important. Indeed, Corbin anauS$ are really just concerned with
describing and coding everything that is dynami@nging, moving or occurring

over time in the research setting.
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Figure 6.4: Concept mapping between triangulation rathodology and research
guestions

Individual Outputs
Research questions 2/4

LR: Individual &
traditional female role

Company Policy
Research questions
1/3

LR: Organisational &
Thai Airways’ culture

National Culture &
Gender

Research questions 2/4
LR: Culture/traditional
female role

Research | [ethod
Content aniflysis

Research | Jethod
Semi-struct{ired
interview
Observation

Research Method
Semi-structured
interview/content
analysis/observation

The figure above was vital throughout this reseaftte figure can be divided into
three major areas. The area on the top left — cagnpalicy input, identified as rules
and regulations, passenger service and safetyuségsaon behavioural factors and
self-reflection. Company policy reflects the litene on culture, as it involves
national culture. The areas in the middle idemiyional culture and gender issues
through semi-structured interviews, company poéiogd observation. Finally, the area
on the right reflects individual factors. Work-fdynbalance influences behaviour and
performance. This leads to positive performanceaues at the organisational level.
In this case, the individual reflects both orgatsel and national culture, in terms
of interactions and relationships with others. Teisearch is different from others in
this area because of the following circumstancestly, the scope of the specific
cultural study was varied in its character. A stagulture study allowed me to
explore the depth of the data. Secondly, the gettibes of the study necessitated
data collection, in this case interviews (to explemployees’ perceptions), secondary

data analysis (to explore company policy) and olzd@&m (to explore the results of
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individual and behaviour resulting from companyipgl. The following gives further
details of each method. Having described the psobgsvhich the objectives were
refined, it is now appropriate to discuss the desifjthe final research instrument.
The advantages (and weaknesses) of these dateticollenethods according to Yin
(2003) are set out in Table 6.3.

Table 6.3: Strengths and weaknesses in data collext (Yin, 2003)

Source of evidence Strengths Weaknesses
Secondary documet Stable and able to be repea Bias on the part of the autt
(company policy) anytime May be difficult to access

Content names and references data
(such as company policy)

Semi-structured interview Targeted directly for the ca: Bias can occur due -
(cabin crew and management) | study unstructured questions
Interviewees might provide
the answer that the
interviewer would like to
hear

In-flight observatio Itis real and occis in real tim: | It is time-consuming

It covers the context of events | Events can be various
because events can occur
differently

Needs human observation

Company policy documentation analysis

why study company policies, and what is their régiship with the research
guestions?

Data management and analysis were performed onaroyymlicy to answer the
research questions about ‘knowing how’ by investigathe techniques of self-
maintenance in the documentation (behaviour andwdrbased policy, job analyses
and job descriptions). In order to understand holtuce regulates individual
behaviour, an examination of company documentsatedesome of the processes
whereby organisational behaviour, hierarchy andwisational structure all interact
with each other and in turn reflect Thai culturalues and characteristics. | had the
help and support ofthe cabin crew manager and @abim senior staff, who supplied
such documents for me.These documents includepietbeenger service manual,
which cabin crews have to read. The manual conthmsafety and quality policy,
rules and regulations, service procedures, catamagcabin instructions, and safety
procedures. In addition, company policy at a mtna&egic level was a separate but
integral part of the study, as it represented ameht of organisational culture and

was also referred to in the Passenger Service Mafiuapy of this manual must be
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available on every flight. In this document, themative conduct of cabin crew is
outlined; by normative conduct is meant actual beha, including the emotional
displays expected of employees during differenspbaf a typical flight. The
document also covers different eventualities, sagh flight irregularities and unusual
circumstances. The manual is examined during Inf@ning and serves as a guide
for right and wrong actions, and so is consultedaises of doubt. The crucial
importance of this document necessitated a detaietlsis of its content, as it
provided important insights into the normative bebar expected of cabin crews, as
well as Thai Airways’ operational culture and thrarid image the company wishes to

endorse in its customer service provision.

Table 6.3 shows certain strengths of content aisallfgstly, it has authenticity,

which is a fundamental criterion in social reseanriginal company policy
documents were examined. Secondly, there is tltihbaliey of the content. This
analysis focused on behaviour and conduct-baséclpelated to cabin crews having
to conform to stated rules and regulations. Thamigation created the manual, and it
coordinated closely with the other functions coneel It is specifically prepared to
facilitate the work of the cabin crew as well asititonduct whilst on board. Its
contents create a personal vision for service ingmr@ent in order to maximise
passengers’ satisfaction. The manual is carrieldoand the aircraft on each flight.
The procedures therein embody company requirenagwtsules, as well as those set
by the government and other authorities. The praademployed on any given
flight should be consistent with those outlinedhia manual. Additionally, another
strength of my study lies in the interpretation ameanings derived directly from the
content analysis of such company documents. Thireatompany documents were
examined through both a literal and an interpregatinderstanding of their contents.
The ultimate purpose of examining these documeantstw arrive at an understanding
of the exact meaning and significance of their ents.. Secondary document analysis
should involve making connections between cultaral normative frames of
reference and those who produced the text undaweV his study attempts to
elucidate the objective meaning of the text itsifjuing that its cultural significance
depends on what messages it actually contains @nghrnwhat its author may have

intended.
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The main research concern is to explain the natiuttee documents themselves,
which are regarded as social products and treatétkaobjects of sociological
analysis. Documents have the potential to inforioh structure the decisions which
people make on a daily and long-term basis. Themeats analysed in my research
offer ideas of how the service should be organisextder to present the organisation
in a positive light. The analysis began with anlesgtion of the procedures which
formulated the document in the first instance. beument was separated into three
levels of interpretation. Firstly, the meaning ttreg author intended to produce,
secondly, the received meanings as constructedebgiudience in different social
situations, and thirdly the internal meanings #ratconstructed by individuals
(Robson, 2011). Qualitative content analysis staitis the idea of process or social
context, and views the author as a self-consciotss addressing an audience under
particular circumstances. In this research, my vea& to read the text in terms of its
symbols. The behaviour and conduct-based policyapasoached through my own
understanding of the context of its production.sTwas derived from the use of
secondary sources and other methods, includingadtsen. My content analysis for
these documents focused on the behaviour and cbaficabin crew, such as
working routines, pre-departure routines, cabinvespecific duties and passenger
disembarkation duties. It relationship with othesearch methodologies is through
the reinforcement of the policy in individual comtlon the job. In summary, three

key themes were identified in relation to behaviaond conduct:

1) General principles;
2) Duties and responsibilities;
3) Rules and regulations.

Semi-structured interviews

This study employed semi-structured interviewsriteo to gather deep information.
As is shown in Table 6.3, the strength and attvaadf such interviews lies in the
flexibility of non-standardised methods, and mamjuential and sophisticated
analyses have been based on such interview dagdachthat interviewers,

especially women, talk about sharing their viewghwespondents gives an idea of the

opposition between those who prefer stimulus-respa@onventions and those who
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believe interviewing should be an open method vimgl a genuine interplay between
researcher and respondent. The benefit to my @seausing qualitative methods
was that they offer a comprehensive, independahhalistic structure which is
dynamic and predictive. This can reconcile contaaly findings, because the role of
variables is seen as the outcome of their diffecentbinations and the importance of
their interactions (Kleiner & Okeke, 1991).The d@sg1o gain a comprehensive,
independent and holistic picture. According to Rwb&011, p. 269), an interview is
the best method for getting access to private kadgé, or in this case inside
information from a person. To be effective it slibbe fair and valid, because in this
setting an evaluator has the freedom to develg &mod a friendly relationship with
respondents, which are beneficial as a precondiiggroductive and valid
interaction. As an outsider looking in, | am tryitoyfind out what it is like to be an
insider. This research used semi-structured ireersi The benefit of using an
interview method is that it allows all parties t@rficipate in the generation of an
agenda, and also permits the interviewee to becpvean that process (Robson&
McCartan, 2016). The extensive and effective ussioh interviews can help to
restore the imbalance of interests that invariablyues from the circumstances and
sources of interviewer agendas. It allows an ingsver to get information and
understanding about a problem, whilst at the same promoting the manufacture of
a trading commodity such as private data, persexyarience and individual
evaluations that will constitute the basis of sajsat efforts to achieve a knowledge
exchange. | used a tape recorder for these intesyi@hich provided the best
opportunity for capturing the interviewee’s affeetiand cognitive experience. The
presence of a recorder meant that | was free toasdrate on the task at hand,
relieved of any immediate need to edit the commatioa. The record guaranteed the
availability of an accurate chronicle of the verbainponent of the interview. The
taped interview was then transcribed, whilst tieédfnotes | took at the time, in
accordance with traditional fieldwork practice, yiced a further basis on which to

build the analysis and contribute to theory buiddin

Interview questions

The research questions were separated into eitggarées, following the guidelines
of theorists such as Hofstede (2010), Goffman (1@nd Maslow (1943), as
explained further below. Category one was compantigzya This was created in order
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to explain the adaptation from theoretical to geattpolicy as seen from the

employee’s point of view.

The first category consisted of three questiong fifst question was designed to
investigate positive feelings and self-reflectiQuestions two and three enquired
about the company’s focus point and how that wiedeae to individual personalities,
including the Thai national female strategy, frdra employee's point of view. These
answers explored the definition of Thai traditior@es or ‘Thai charm’ as derived

from individual perceptions at a practical level.

The second category was related to Goffman’s théii¥3), dealing with female
stereotypes. The questions were divided into featigns. These questions
investigated women'’s characteristics and skillsyel as whether the interviewees
considered those characteristics fit the job or Mareover, they were designed to

clarify the organisational culture within the aidi industry.

The third category was related to Maslow’s (194@pry of need satisfaction and
self-motivation. It was important to know how tmearviewee viewed her life needs,
motivation and satisfaction. This section includgestions on cabin crew lifestyles

and work-life balance.

The fourth category moved on to questions abouardsvand strategy. After need
satisfaction, it was important to identify the red/atrategy and whether it fulfilled
their need satisfaction and motivation. Three qaestwere devised for this category.
This was to investigate how the reward strategyhiriig related to cabin crews’

performance, and how intrinsic and extrinsic rewardght influence their lives.

The next category progressed to traditional genales. Five questions were raised in
order to give a clearer understanding of traditideanale roles and expectations, and
how they might reduce conflict. These questions alplored such norms in relation
to perceptions of positive performance at the iiddial and company levels. Some of
these questions also explored the perceived Gtlwerwise between Asian cultural

values and expected work-based behaviour, an imapoidcus for this research.
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The sixth category referred to the single-cultduelg. Two questions were identified
in order to acknowledge the place of national e¢eltand individual behaviour in

relation to managerial recommendations.

The seventh category moved on to non-verbal comeation. This was to focus on
how important non-verbal communication is. It wesaelated to the observational
methodology. The idea was based on Frank et Aksry (2008), which involves

non-verbal communication.

The last category involved emotional competencés Was vital in order to have a

better understanding of female emotional competency

In conclusion, the semi-structured interviews cedeattitudes towards company
policy, job skills, the nature of an organisatiand need satisfaction, and the

combination of deep and surface attitudes was exglo

Sampling issues
The composition and size of the sample is impoffianany social research design.
The discussion which follows is structured around tajor areas: first, the
determination of the target sample, and secondsaheple size. As for the target
population, given that the focus of the study washe airline industry, it was
decided that the sample should be taken from aakins, because these represent
gender and embodiment. As previously noted, tHmaimdustry has been defined as
a dynamic environment made up of organisationsfacitities which intend to
produce excellent service and reduce role confatthe basis of this definition, the
cabin crews’ points of view were considered to beracial importance to this study.
The major concern when constructing the sampleitsaspresentativeness. In order
to secure this, the following measures were taken:
» Interview data was collected from Thai Airways gsirarious levels of age,
marital status and education, and was based oo alsiry.
* The questions were put to a snowball sample ofhcafgw. The snowball method
is a popular method in business studies. Once thathct with one cabin

crewmember, she referred me to another crew melybgroviding me with their
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contact details. Arguably using snowball sampliag tead to a biased sample,
but because the crews had different schedules tchenterview cabin crew who
were available at the time. This may even have bestrength, because it was

open to me to be able to interview anyone withaajyalice.

The sample excluded male cabin crew. Partly this deee to the preponderance of
women amongst cabin crews, but it was also dictayetthe formulation of the
research questions, and the focus on female geoldsrand expectations both within
Thai culture and within the specific organisatiooalture of Thai Airlines. As noted,
there is a preponderance of women amongst cabw ar&l so this provided an
adequate sampling size for the study, which wasmgdly around 16 members per
flight. This still allowed me to use vertical dimgons for analysis and so explore the
data obtained at a deeper level. There were redasatmose female cabin crew:
firstly, to support my secondary objective in teroishe work-life balance and
traditional gender roles that | intended to stuatyd in addition, the company policy

document analysis and observations were applicatideth genders.

Sample size

A number of interviewees were located in Thailamih 16 cabin crewmembers for
the main research. The snowball method was usebtt&in data from interviewees,
depending on the availability of cabin crew dué® variability of flight schedules.
The reason for using the snowball method was tivea$ easier for me to find cabin
crew who were accessible at particular times. Agiogrto Robson (2011), snowball
sampling is similar to chain sampling or refer@ingling. It is a non-probability
sampling technique, and the sample group appe@®iolike a rolling snowball. As
the sample number grows, enough data is gathereel tigeful for research. This
technique is often used in hidden populations whiehdifficult for researchers to
access, as in this case because of the cabin craebveng’ availability (Robson,
2011). The flexibility of this method was usefuledio the time constraints faced by
both cabin crew and me. One of the research obgstvas to explore why female
cabin crew would find such a job attractive (itsgeption as a prestigious job
motivates cabin crew to work). This meant explofi@ignale ego goals and need
satisfaction, dealing with balancing work and fantile. The 16 cabin crewmembers

can be separated into graduates, who had justdtdreir careers, and the married

136



group, who were engaged in family life. The benefibaving two specific groups
was to be able to control the age variable reggriimale ego goals, where females

tend to find a balance between work and family. life

Sample access

Contact was also made with the cabin crew centitl, thve cooperation of the
Training Flight Attendants DivisiarAll cabin crew were willing to participate in the
interviews. The schedule was drawn up accordirtgedime frame demands of the
crew. Most interviews were conducted in a relaxedogphere, in order to help break
through the barrier between interviewer and intamées. There were a variety of
places to conduct the interviews. They were masolyducted at Thai Airways’ head
office and in the cabin crew centre, but interviewese also conducted at cabin
crewmembers’ houses and in a restaurant. The quesitihow | had gained access to
the person concerned did not come up in the irdeusi | was never asked about that.
| assumed that it was sufficient for the personceoned that s/he had been asked by
their superior to give their consent. The questitesnselves did not have any
negative implications for the workplace, and therefthere was no reason for me to

believe that answers were influenced by the negaréserve face’ for the company.

Sample characteristics

As | was focused particularly on the task of ballagpéemale ego goals and need
satisfaction, it seemed appropriate to focus thepézaon women employees.
Moreover, the job characteristics of caring an@isermean the majority of staff are
female. The age range was 25-45 years. The lewswafation was bachelor’s
degrees. Ten respondents were married, and thesaxheere single. Their work
experience rating was between two and 25 yearsrédson for requesting salary
information was in order to compare Thailand’s minm wages with cabin crew
pay. This was related to my research aim in teriniseorewards and motivations for

working in the airline industry.
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Table 6.4: Cabin crew interviewees

Cabin Age Status Work Salary (in | Education
attendant experience Thai

(CA) baht*)

CA1l 31 Married 10 30,000+ Bachelor
CA?2 32 Married 7 30,000+ Bachelor
CA3 49 Married 26 50,000+ Bachelor
CA 4 49 Married 25 50,000+ Bachelor
CAS5 45 Married 25 50,000+ Bachelor
CA6 45 Married 20 50,000+ Bachelor
CA7 45 Married 28 50,000+ Bachelor
CAS8 45 Married 25 50,000+ Bachelor
CA9 26 Single 5 30,000+ Bachelor
CA 10 35 Divorced 8 30,000+ Bachelor
CA 11 35 Single 11 50,000+ Bachelor
CA 12 40 Married 20 50,000+ Bachelor
CA 13 27 Single 6 30,000+ Bachelor
CA 14 27 Single 2 30,000+ Bachelor
CA 15 29 Single 3 30,000+ Bachelor
CA 16 35 Married 10 50,000+ Bachelor

(*Currency: 1 GBP =50.11 THB, 26 October 2011)

The sample represented three distinct age grouesfiist age group were in their
early 20s, with single status (four cabin crew: bens 9 and 13-15). This group was
at an exploratory stage in life. They tended td@epand be adventurous with new
experiences. The second group were in their 3@sttaeir married status involved
struggling to balance work, money and family (faabin crew: numbers 1-2, 10-11
and 16). During this life stage, they were tryindind their life balance. The last
group was at least 40 years old; everything wastigally settled in terms of their
work and family balance (seven cabin crew: numBefsand 12). These variables
have implications in terms of female need satigfaategarding the balance between
work and family. Moreover, their years of work expace helped them with

knowing how to interact with passengers and housto strategic reactions in order to
reduce role conflict. Additionally, wages were grsficant issue. The minimum wage
in Bangkok is 215 baht per day, and comparison thighwages of cabin crew reveals

a significant difference.
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Table6.5: Thailand’s minimum wage

Minimum Wage Increases

Phuket 221 T.38
Bangkok, Makhon Phatham, Nonthaburi, Pathum Thani, | 215 T8
Samut Sekorn and Samul Prakan
Chionbur 196 655
Chachoangsao and Sargburi 193 545
Prra Makorn Si Ayuliaya 190 B35
Rayong 1859 632
Peng-nge 186 5.22
Renang 185 619
Krahi 184 615
Mekhon Retchasime and Prachinbun 183 612
Lopburi 182 609
Kenchanebur| 181 EO5
Chiang Mai and Ratchaburi 180 602
Chanisburi end Petchburi 178 5508
Sangklz and Singburi 176 588
Trang 175 | 585
Mekon Si Themmarst and Angthong 174 582
Chumporn, Petialung, Loey, Satul and Sakaew 173 5.78
{Fjr_lanl'!uap Khiri Khan, Yals, Samut Songkram end Surat | 172 575
anl
Marathiwat, Udon Thanl and Ubanraichathani 171 572
Makernnayok and Pattani i70 | 588
Trat Lampun and Nongkhal 188 565
kampangphet and Uthai Thani 168 562
Kalasgin, Khanksen, Chainat and Suphan Buri 1B7 558
Chiang Rai, Nakon Sawan, Buriram, Petchaboon, 166 555
Yasathorn,
Rial E1 end Sakon Nakorn
Chalyephum, Mukdeharn, Lampeng, Sukhothel and 165 552
Mongbus Lumpoo
hekom Panom 184 548
Prichit, Phitsanulok, Phree, Mahesarakam, Mae Hong 163 545
Secrn, Amnaicharoen and Utaradit
Tak and Surin 162 542
Man 161 538
Siseket 160 535
Payao 158 532

Sourcar wawithaigovgo.th as of Dee 18, 2010,
Mote: BOT monthly average exchange raie * USS!: Bi25 BB as of Now 2010

How the data was analysed

A coding mechanism was utilised. Keywords weredebtas references to the
interview questions. The following table illustratine link between questions,
findings and keyword selection methods. This metbioaperation also greatly
facilitated the analysis, and so provided furtimsights. Once the keywords had been
selected, it became easier to examine findinggaoeked to the analysis of each
category, starting from the organisation’s cultyob,and personal characteristics,
company policies, and then moving on to the geaddrcultural issues. The

following is an example of the analysis.
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Table 6.6: Example of how the research analysis arfthdings were conducted

Interview question Answer Keywords

Do you think the cabin | think it's suitable Delicate

crew job is suitable for because it needs to have [aBe aware of passengers
women or not, and why? | delicate touch. When we | and their needs

work, we have to be awargGentle

of passengers and their
needs. Sometimes they dp
not say, but we have to
notice. Women are gentle
than men.

=

In the table, three keywords are selected as heipgrtant cabin crew job
characteristics (references to the interview qaagtiMoreover, these keywords are

also related to female characteristics.

Figure 6.5: Case One

Delicate
Be aware of passengers
and their needs

Cabin crew job
characteristic

Observation

The use of in-flight observation enabled a closeklat cabin crew behaviour in
flight mode, in order to answer the research qorsis to how national culture
influences employee and organisational behaviolis fiesearch question reflects on
the individual’s interaction with others, which agaan be investigated through
observation where its manifestation is embeddenléw-passenger interaction.
According to Sanger (1996), there are differenet®/éen seeing and observing.
They are divided only by the aspiration to percelféhe actions we are engaged in
are significant to us, we slip into the gear ofisgend engage in observation.
Sometimes, observation falls foul of the same logie look where we expect to find,
rather than opening ourselves to any possibiliag thight appear. A major difference
between seeing and observing is that the obseakes tsteps to counteract the inbuilt

biases we all possess. The method that is usexlitdaract bias has to do with the
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instruments of observation. Naturalism exploresural understanding, context and
assumed realities. Sanger (1996) suggests thatvalise can be made by looking at
the collected evidence, and seeking to discrimibateveen the significance and the
insignificance of that evidence. In this case gtndnstrates a cultural interplay which
can be observed through its manifestation betwabmarew and passengers.
Decisions about significance may be made befor@barrvation takes place, and the
evidence is then selected and collected. The problethe observer missing
significance tends to grow the more we try to tekes the variety of signals
reaching our minds increases, and the more setestivhave to be in order to make
sense of them. In this case, the observation wagumted aboard aircraft. | played
the role of passenger on flights into and out ftandon. Passenger capacity is
approximately 300 on aB747-400aircraft. The flighte is 12 hours. With the
permission of the airline’s management, | obsepessengers’ participation on the
aircraft. However, | made no interference with eitbabin crew or passengers. The
observation was carried out in general terms, sisabf activity on the aircraft and so
forth. Drawing on Robson, (1993), the dimensiondedcriptive observation are

presented in Table 6.7.

Table 6.7: Observation objectives

Theme to observe Explanation
Actors The relevant details of the people involved
Specific content: cabin crews
Activities The various activities of the actors
Specific content: service on the plane
Object: Physical elemen
Specific content: interaction between cabin cred passengers
Acts Specific individual actior
Specific content: interaction between cabin cred passengers
Events Particular occasions
Specific content: interaction between cabin cred passengers/special
occasions
Time The sequence of eve
Specific content: frequency of actions such as venval communication
Goals What actors are attempting to accomg
Specific content: passengers’ need satisfaction
Feelings Emotions in particular contexts
Specific content: positive/negative reaction tovegpessengers
Space Layout of the physical setting
Specific content: the aircraft environment
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My discussion of the analysis and findings begiith wescriptive observation. The
observation describes what happened on the aiduafig the two flights London—
Bangkok—London. This is to generate an overviewterreader. | then move forward
to a deeper detailed analysis, which begins wibsription of the aircraft space.
This detail is needed to provide the backgroundeandronment of the aircraft
because an observation needs to capture all amglegist the subjects and their
activities. The aircraft environment is considetede important because passengers
cannot get out anywhere and have to remain in fegits, so it is considered to be a
closed environment. What follows is the crew’s hedar, which was observed on
both flights. In terms of company policy, the olvsgions illustrate the link between
policy and reality on the ground (or rather, onplene). Such links and modes of
conduct could be observed and recorded in flighgneghough the actual crew were
different on each flight. The analysis then focusesctivities and particular

interactions within specific situations.

First contact was made through the cabin crew eantBangkok. The observation

did not specifically involve anyone directly. It svaonducted from the point of view
of a passenger on board the aircraft. Its purpa@eterdraw a portrait of the
conditions of interaction and the role of the catriew. Representing the backbone of
the observation, the data will be presented irfdhewing order:

1) Description and analysis of the aircraft environten
2) Description and analysis of the actors (cabin crew)
3) Description and analysis of the activities

4) Description and analysis of the events

Such observations gave me the opportunity to egmotual cabin crew behaviour
whilst they were engaged in their work roles. Idesrto fulfil the research objective,
an observation was put in place in order to ingesé surface acting in practical
terms. This further enabled an investigation ofitheraction between emotions and
verbal and non-verbal communication, an importamtas such interaction is the
result of two interacting forces, namely individwalues and organisational culture as

stated through policy formulation.
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The dimension of descriptive observation

There are some general terms that need to be evedidsuch as time and space
limitations. In relation to time, there was a ligttflight time within which cabin crew
had to fulfil their tasks. This factor might haviéeated the cabin crew’s performance
and interaction with passengers. Any example ofi awdence depended on
passenger capacity and flight-time limitations. §&eould affect the cabin crew’s
workload and work stress, which could have an efiagerformance. Moreover,
another factor that had to be considered was tthigaliion of space on the aircraft,
such as seating, meals, lavatories and so for@sd&factors could be directly
connected to research problems and difficultidsetovercome. The environment was
an aircraft where the cabin crew were the subjeeitsg observed. This can be related
to the research question in terms of positive sertecting. The activities of the cabin
crew on the aircraft were observed in some specifeamstances such as when there
was a need for special care or a special evens.réliealed implications of caring
from the passengers’ point of view. A natural scemas enacted throughout the flight,
including the time and frequency of the actionse gbal of the cabin crew was to
provide the service to the passengers’ satisfactiod feelings (such as emotions)and

facial expressions were observed throughout thatfli

Thus this observation gave me the opportunity fdae cabin crew behaviour and
conduct through their interaction with passengénss revealed the combination of
individual strategies towards passengers with rileashad been reinforced by
company policy. In order to fulfil the researchexdijve, an observational
methodology was put into place, in order to in\gege surface acting in practical
terms. An investigation of the interaction betweemotions on the one hand and
verbal and non-verbal communication on the othes mwgportant because it is the
result of two emphatic forces. In the first pane tesearch design begins with
descriptive observation. This is to generate amaew for the reader. | then move
forward to a deeper detailed analysis, which bewiitis a description of the aircraft
space. This detail is needed to provide the backgt@nd environment of the aircraft
because an observation needs to capture all amglegist the subjects and their
activities. The aircraft environment is considetede important because it is a closed
one. What follows is the crew’s behaviour, whichsvadoserved on both flights. This

is to investigate any emerging patterns that niigive been emphasised by the
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company, even though the crew were different o élaght. After this we study the
activities and particular interactions within sgecsituations. First contact was made
through the cabin crew centre, Bangkok. The observalid not specifically involve
anyone directly. It was conducted from the pointiefv of a passenger on board the
aircraft. Its purpose was to draw a portrait of ¢baditions of interaction and the role

of the cabin crew.

Reflections on research undertaken and practical dhiculties

Throughout the research, | continuously reflectedny role as a researcher and why
| had been inspired initially to conduct the reshaAs previously mentioned, | have
a deep interest in and passion for the airline strguas a whole. From a personal
point of view, throughout my career in the airlindustry, travelling around the
world has been one of the great benefits. Traxghias kept my eyes open to reflect
on cabin crew behaviour on different airlines. lilcbnot help noticing their
behaviour and their reactions to passengers opldéme. | felt that there was a link
between my role working for several companies endhline industry and my role as
a researcher, which blended well together. One gjuiod was that my work
experiences were not with Thai Airways, so | hadi@s or favour towards the
company, and thus | could look at the company dbjely as a researcher. | could
see things more clearly from the cabin crew’s pofntiew because my subject
interest was in airlines and culture. The nextisaawill discuss my self-evaluation

and critique of the research conduct in the difieraethods.

Content analysis

A problem arises when there are differences betwesgarch design and research
conduct in reality. The passenger service manuadiged by the airline company was
the key document analysed in detail. The manuahées the organisational
structure and the service encounter that cabin erevexpected to undertake. The
manual could also be applied to any other airlimthe world, but the key question for
this research was whether and how it was appli¢darspecific Thai cultural and
social environment. Do the cultural norm of andddeh seniority and power distance
greatly influence work behaviour and conduct? Tiheaatage of content analysis is
that it is very suitable for the study of organisaal culture, as it shows cultural

beliefs and values in the organisation. However disadvantage of content analysis
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is that it solely examines the actual documentaxy, and how it is applied in practice
may be a different matter altogether, since emg@syeay or may not follow the
stated rules and regulations. So whilst the corgaatysis of company documents
was useful and essential for this study, it codtbe relied upon exclusively, and
further research approaches and analysis were diéededer to evaluate its

effectiveness.

Interviews

Although the questions did not have any negatiyaications for the company, it
was sometimes difficult to ascertain whether theriiew responses were genuine
and truthful, since the interviewees were all erpptbby the organisation and might
be reluctant to give a negative opinion of the canypthey worked for. Both
guantitative and qualitative methods have strorjvaeak points, e.g. the effects
interviewers may have on the validity and reliapiof the data. The charge of
interviewer bias has been levelled particularip@t-standardised interviews. Active
commitment to a particular perspective during titerview may affect the results.
But it is easy to overstate this problem. Whatdsalibed as interviewer bias can
more correctly be described as interviewer diffeesy which are inherent given the
fact that interviewers are human beings and nohinas (Robson, 2011). He point
out that social scientists are universally depehderdata collected by oral or written
reports and these are consistently subject toame sources of error and bias as data
collected by interviewers. The benefits of the gatve method allowed me to
explore in-depth data. The advantage of the quigktapproach is that it is

appropriate for exploring a national culture study.

Language

The first problem is the assumption that languaggenerally a good indicator of
thought and action. Attitudes and thoughts arerassuto have a direct influence on
behaviour, and language is presumed to be an deaeféection of both. The
relationship between attitude and action has terbpirically tested in all cases, so
that collecting information about people’s attitade only one part of any study
concerned with explaining or predicting behavidurese problems are one of the
reasons why multiple-method studies are desiradlieye we can combine attitude

measurements with direct observation to confirmtimbiepeople actually do what
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they have told you they do. It is hardly a revelatio note that people sometimes lie
or elaborate on the true situation to enhance tveir esteem, to cover up
discreditable actions or for any of a whole ranfyeeasons. In this case, | attempted
to break the ice by using an informal strategy emgting a relaxed environment in
order to create an informal interview. Translatiorte English were carried out for
all of the interviews because the interviewees wmetecomfortable using the English
language, although all had English proficiency. @iféculties of maintaining
concepts and meanings were taken into account.eHemcexpressions where the
translation risks losing some of the implicit mewnwere kept in the original. Cross-
cultural research is susceptible to problems wh&erpreting interview responses. It
is often difficult to establish an equivalence aganing in work involving translation,
especially if the material is attitudinal. To erestine correct interpretation had been
made, the first two transcribed interviews wereratiavith a fluent English and Thai
speaker, who listened to the original tapes and tlea translations. Once these two
transcripts had been approved as accurate, | ematiwith the translation and

transcription of the remaining interviews.

Time available with cabin crew

Because the job of cabin crew is to travel freqglyeiitwas difficult to make the
necessary appointments. An appointment had to lole miae month in advance, after
the cabin crew roster had been distributed fofadhewing month’s destinations.
Many overseas calls were made in order to arrapgeiatments. However, it was
also unpredictable, as in one month’s time the empments might have been
forgotten. When the appointment time approachedcanfirmation had to be made

and the time schedule set up.

Conclusion

Throughout this methodology chapter | have triedbagt to reflect on my research. |
have identified the overall research approachlation to ontological and
epistemological concerns, and | have reflectecherchoice of research strategy,
which is a case study. | have also reflected orl¢ia | sought to derive from each
method in relation to my research objectives and ihavas analysed. | have tried to
present a critical evaluation of the three methadsch are content analysis, semi-
structured interviews and observation.
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To summarise the first five chapters: | have reg@dwmpirical studies firstly of ‘the
constructing culture’, which consists of values aedtlefs; secondly, the ‘national
culture’; thirdly, culture and gender roles in #idine industry; and fourthly, airline
cultures. In this methodological chapter | havedrio focus on gender and the role of
culture. The questions that had emerged were haititvnal gender roles and
traditional Thai cultural values and gender chamastics might influence cabin
crews’ behaviour, and to what extent traditionahiTéulture has an impact on
organisational culture as expressed in expectatbmlividual and collective
conduct as manifested in company policy. The liteehas informed the
methodology by giving me a background in cultunedries and Thailand’s
sociocultural circumstances, and in why cabin doelvave in a certain way.

In summary, this chapter has raised a number oégseelevant to the social
interaction process that require further examimegiba broader level. We have the
issue of employees’ perceptions and attitudeslation both to the airline and to the
rewards and benefits provided by the company. Aerobijective of the study is to
examine the broader impact of Thai culture on camgeolicy as well as upon
employees’ work-related interactions. Amongst caivew there is also the
perception that, contrary to the negative viewashs, the airline sector offers good
rewards and benefits. Data from the interview daastshows the full extent of the
issue to be addressed. The secondary data deroraccbmpany documents, namely
the training manual, has been verified by its userad the world. Similarly, it can be
asked how the behaviour and conduct-based policypeaapplied in a practical
context. Thirdly, the adaptation from theory intagice, according to my
observation, appears to be reactive. The queditmwhat extent the company is able
to progress in positive interaction. Together thesees, when examined more
broadly and in greater detail, give an appreciatibtne effort necessary to promote a
genuine national culture. It reflects upon expearéeand think about their personal
motives. The following chapters will present thedings on the main theme from the
research: first, cabin crews’ job characteristigsich involves social skills; second,

the traditional gender roles, cultural values aelifs that inform their behaviour.
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CHAPTER SEVEN

Secondary Document Findings
Introduction
This chapter examines official documents and compaports outlining corporate
policies and strategies, with special regard toleyge behaviour and performance at
work. This is to establish what is required andested of cabin crew in particular, in
the pursuit of their allotted tasks and in theteractions with passengers. Such
expectations are then linked to both corporateucaiiivithin the airline company and
the collectivist nature of Thai national culturdelanalysis focuses on the following
key aspects: what does Thai Airways expect offiipleyees, in terms of achieving
corporate goals and demonstrating appropriate heiwaand skills? To what extent
do these expectations explicitly or implicitly redace Thai national culture, norms

and values, gender roles and spirituality?

Hence it is necessary first to explore at the aggdional level the factors that might
have an impact on employee performance. We neegamine not only rewards,
benefits and the like, but also the more subtleot$f of the harmonisation of rules and
regulations linked to individual self-concepts, afhhelps to create an authentic
response from employees. The document analysdikichapter is the Passenger
Service Manual that cabin crew follow while onbo#rd aircraft. The document is
believed to create crewmembers’ personal visioompte good service and increase
passengers’ satisfaction. The document consigierdral administrative matters,
rules and regulations, knowledge of the aircradsgenger service, safety procedures
and cabin crew duties. Cabin crew are supposedrty the manual aboard the
aircraft on each flight, as the procedures outlireecompany requirements and rules.
This chapter also demonstrates the relationshipdset company policy and national
culture in terms of religious background and gemaems. This has implications for
the organisation in terms of behaviour and condinere these are part of the
national culture. | examine the concept of the lidedin crew from the company’s
point of view, which may serve as a strategic resofor the organisation. | go more
deeply into duties and responsibilities, and examiranagement through the
gendered embodiment of cabin crew members, folldweshanagement through
bureaucracy. Then | summarise the findings aboutagiag from within, followed by

the influence of national culture on managementtma and managing through
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company policy in a section concerning the relatiop between employees and
company policy. | then discuss management throwgitipe verbal and non-verbal
communication, followed by factors in the relatibigsbetween the employee and

company policy, before moving on to the conclusion.

Concept of the ideal cabin crew

This section is related to the concept of the ‘idezrker’. This refers to implicit and
explicit assumptions about the sort of people wst it employers’ expectations.
The ideal worker is not only constructed accordmgpecific skills and behaviours,
but is often implicitly or explicitly assigned toparticular class, age, ethnicity or
gender. Analysis of the passenger service manuaale how company policy
constructs’ the ideal cabin crewmember’ in relatioithese socio demographic
characteristics. It is necessary to explore tlsgasat the organisational level, because
it might be beneficial to organisational performameitcomes and the reduction of
conflict in cross-cultural management. This willdlredertaken by using a secondary
analysis of the company’s policy for behaviour andduct. The purpose of this
policy is to affect individual behaviour and contuthe conceptual framework was
introduced in the methodology chapter (Chapter.SikRg data findings will be
clarified in this chapter under the primary headid¢pehaviour and conduct-based
policy. The key themes have been identified intiefato behaviour and conduct:
Thai national culture, norms and values, gendesrahd spirituality through general

principles, duties and responsibilities, rules eegllations.

These three core issues reflect the research qunestterms of how company policy
influences employees’ behaviour and how cabin er@mbers ensure passengers’
satisfaction. This discussion explores the relatgm between internalisation and
externalisation that is embedded in company politys might affect performance
outcomes. In the first part, the discussion bewgiitis the elements of the ideal cabin
crew for Thai Airways. The keywords encompass thsired to serve, the ‘extra
touch’, attitudes and passenger contact. Thesectdfie ideological attitudes of the
individual, and national cultural norms in attitualed behaviour will also be explored.
The ‘internalisation’ embedded in organisationdture relates to the use of
traditional power, where emotion is controlled mder to conform to group norms. It

is necessary to investigate how documented evaldatitors can turn into practice,
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and this will be done in the next chapter througtamalysis of the semi-structured
interviews and observations. Then follows a disiumssf the duties and
responsibilities which reflect superiority and mgement control, and which in turn
relate to implied legitimate power, where authoistgontrolled through top-down
management (Hofstede, 2001). Finally, rules andlatigns will be considered.

The rationale for any investigation of disciplinensists of many performance
behaviours which are concerned with self-awareardssocial skills, possibly
leading to positive surface acting, embedded ingaomg policy and the authenticity
of the individual. Moreover, conversation and n@mbal communication are
emphasised in the company policy. This implieslaieship between positive
performance outcomes/surface acting and positimeveobal communication. The
three key themes — general principles, duties agsplansibilities, and rules and
regulations — allowed me to identify behaviour andduct-based input from the
company, including individual characteristics agpot in the semi-structured
interviews. The balance of two emphasised forcesypany and individual inputs)
suggests an outcome of positive surface acting.néesection will discuss the key
theme of duties and responsibilities by using @r@pchechanism. These key themes
and the keywords from the secondary document aisalyBiect cultural issues,

particularly Thai national culture.

Duties and responsibilities
These excerpt have been selected to reflect ttenima@tional structure. The structure
of in-flight service reveals a duplication of fuiwets throughout the organisational
hierarchy. The keywords used, such as ‘plan’, ‘falate’, ‘evaluate’ and
‘administer’, help to prevent any miscommunicatidimst might occur, and take into
account duplications in job descriptions.
‘Perform and fulfil any mission or task assigngdie executive vice
president’(Thai Airways International, 2010, PSI2,1p.1).
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Table 7.1: Duties and responsibilities according tthe passenger service manual
(Thai Airways International, 2010, PSM1, pp. 7-16)

Example Key acts

DQ comprises four department:

In-flight equipment planning and control
In-Flight Service Department In-flight service standards and quality control
(DQ) Cabin crew administration

In-flight catering planning and control

QQ comprises four departments:
In-flight services procedure planning
In-Flight Service Standards and| In-flight services quality control
Quality Control Department In-flight services data analysis

(QQ) Special services coordination

QV comprises four departments:

Cabin Crew Administration Cabin crew utilisation

Department (QV) Cabin crew regulation and discipline
Documentation services and coordination
In-flight safety standards service and welfare

Thus the performance of each task still impliesitivelvement of management, from
senior down to junior. It also involves many orgational functions. The key point is
to demonstrate the organisational structure. Howdae some functions the
hierarchical level and duplication of duties arendastrated in the manual. It can be
seen that the level of control and supervisioretgenined by class, starting with
First Class, going onto Business Class and thendtoyg Class. For some duties
concerning the VIP areas an experienced cabin cesmbar is needed, and serving in

those areas means that the cabin crew member Bagpbemoted to a senior level.

This finding is supported by Hofstede’s claim theamotion is attained through
levels of seniority in countries using high powéstance control. This demonstrates
that hierarchy and supervisory responsibility arplidated and involve many levels
of control. This can cause management and comntigrigaroblems within the
organisation, as employees do not recognise wheseshould go if a problem
emerges. The next theme (rules and regulations)edefrom management who have
the authority to impose specific rules and regategi These are observed by all staff

in their own areas of work (Thai Airways Internaizd, 2010).

151



The following table illustrates company rules aadulations in terms of disciplinary
action. This can provide a reflection of power anthority within the organisation,
which is related to how the company reinforcesgtigough managerial power and
an authoritarian management style.

Table 7.2: Discipline(Thai Airways International, 2010, PSM2, pp.1-2)

Key Acts Example

Devotion to dut Staff shall devote their time to the company buss
Performance of dutie Staff shall perform functional duties with hone:
honesty, impartiality, impartiality and dedication

dedication

Loyalty, performance Staff shall perform assignments in a proper maas
support, promotion, direct by superiors

protecting the interests of

the firm

Performance at wo Staff should not give false statements to supe
Performance c Staff shall kep uniforms neat and tidy at all tin

assignments, behaving in
a proper manner

Unity, cooperation Staff shall be we-groomed and courteously behay
coordination among staff,| while travelling with ID-tickets

maintenance, enhancement

of work functions

Neatness, approprial Staff shall be neat, appropriately v-groomed, as we
appearance, obeying, as obeying proper and legal orders of superiotken
superiors, taking work assignment

responsibilities seriously

Not engaging in Staff should not engage in disobedience towardrsunge

disobedience toward

superiors

No quarrelling or fighting | Staff shall not take par quarrels or fighting whilst in
uniform

No false statements Staff shall not give falseestant to superiors

Neatness, tidine Staff shall keep the uniform neat and tid all times

Devotion to duty, honesty, impartiality, dedication

Devoting oneself to one’s duties implies being dat#d to the organisation, as one’s
performance accomplishes the functions neededotade the service and carry out
practical duties. This can be linked to the gemdkr, where women have decided to
devote themselves to the organisation. Especidilgre/the nature of the job involves
long hours away from one’s family, the balance ofkvand family is taken into

account.
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Loyalty, performance, support, promotion, protedatiof the interests of the
organisation

Cabin crew performance and loyalty to the orgaiugsadre emphasised repeatedly
within every function. This encourages conscioyslty to the organisation. As a

result, employees have a sense of responsibilitgrtds the organisation.

Performing assignments in a proper manner

It is interesting that the cabin crew’s job is natried forward to the next day, which
means that once the flight has landed there isngoiag work for the cabin crew.
Apart from the functions that they have been assigthe display of a positive and
proper manner during interactions with passengeassp taken into account.

‘Staff shall perform assignments in a proper mamsedirected by their
superiors’(Thai Airways International, 2010, PSN21). In this example it is
interesting to note that the phrase' as directethbi superiors’ implies an

authoritarian order where seniority influencesgleeormance of junior ranks.

Unity, cooperation, coordination among staff, maaihing and enhancing work
functions

Unity implies integrity and a working together whearoordination among staff is
important in order to support functions such asteark. These rules illustrate the
cultural norms and values of a nation where thérenmnent and people are important
factors in work performance. The nature of thisijplmlves interaction with work
colleagues and passengers. Teamwork is an impastrd for this type of job, and

reflects awareness of team spirit as an importaritqs the airline culture.

Non-engagement in disobedience towards superigrgrrels or fighting, or

making false statements

In statements from company policy such as the Ipagisbbedience towards
superiors, quarrels and fighting, or making fatsgéesnents, the phrase‘ do not engage
in disobedience towards superiors’ provides arrasting parallel with Asian

thought, where being disobedient towards supeviansd be judged inappropriate
behaviour which might lead to disciplinary actidiis can be linked to the

paternalistic management style, where listeningni following orders is related to
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positive performance. Arguments, quarrels or figgptare judged inappropriate. This
is supported by Hofstede’s (2001) findings, whestaA people were seen to keep
their feelings inside. Again, obeying superiors liegpocomplying with, carrying out
and conforming to orders from staff at a higheelewhich reflects the hierarchy

within the organisation.

Managing through gendered embodiment

Being neat and appropriately groomed, embracing woesponsibilities

A neat and appropriately groomed appearance ragsefe cabin crew the

recognition of how important this is for the jothérefore self-presentation represents
the female image, which also reflects the natur@ job where the majority of the

staff is female.

Staff should be neat, tidy, well groomed and countis

Repeatedly the above details represent a focuseosurface appearance and
presentation of cabin crew:* Staff shall keep umife neat and tidy at all times. Staff
shall be well groomed and courteous while travglim ID tickets’ (Thai Airways
International, 2010, PSM2, p.1).It can be seenttl@tompany image is an important
factor. The unity and positive image of the compeag be enhanced by the

appearance of cabin crew.

Table 7.3: Public confidencgThai Airways International, 2010, PSM2, p.12)

Key acts Example
Gaining public Public confidence in an airline is highly dependemthe
confidence, being impression made by the flight personnel’s conduct.

dependable, giving a goadTherefore flight personnel should always remembat t
impression, good flight | they are an object of public interest when on ddaty
personnel conduct, alwaysand when in public view. They must act in an appedp
remembering, public manner at all times.

interest, being in public
view, acting in an
appropriate manner

Cabin crew have been trained to make a good impress the public. This might
explain the value which people give to the indystig/they have a positive attitude
towards airline jobs. However, this might be seemarely surface interaction as far

as being in the public eye is concerned.
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The individual’s role is very important in this pest. It represents the company
image and can lead to an increase of personaéstdem, which can be encouraged
by the public. Moreover, a positive appearanceatam improve the personal esteem
of the individual. Positive personal conduct capiiave self-esteem and appearance.
The following paragraph demonstrates that unifonth appearance play a vital part
in passengers’ first impressions. This importapeas of contact with the public can

make a big difference to passengers’ recognition.

Uniform and appearance
Uniform
Cabin crew are the front-line members of our éliTherefore your
presentation in uniform is crucial in creatingaod impression for the
public. The uniform that you wear is a very impaitpart of the image of
Thai Airways. It is very important that you wehetuniform correctly and
look after it properly. The concept behind theform is ‘Thai touch, world
class, high trust’.
Appearance
It is necessary that cabin crew appear in publik tiealthy complexions. The
complexion should be free from acne or other tyfedermatitis. It is
important that good basic skin care be observed flzat a good complexion
be derived from a healthy mind and body. It isisalle that cabin crew
should acquire knowledge of basic skincare fraspecialist in order to
maintain their best complexion. (Thai Airways miational, 2010, PSM2,
p.51)

Emphasis on professional appearance can gaintdrgiah of the public, and leads to
customer recognition and awareness of the compaage. Uniform and

appearance are taken into account within the andsregulations to which all cabin
crew have to adhere. It has been emphasised lmpthpany that personal conduct
and individual reaction have the greatest influemhen gaining the attention of the
public. A further explanation is given in my chapba the semi-structured interviews,

where it is clarified why individual contact parlarly gains passengers’ attention as
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regards Thai identity. The question of uniform itligncan illustrate individual,

organisational and national identity.

Reflections of spirituality
Attitude
This is concerned with service quality, as the canypproposes the impression to be
made on passengers through a combination of qualdyexcellent service. It also
takes into account the fierce competition in thiérea industry, where service is a
necessity which can influence passengers to becegutar users. According to the
manual, the duty of cabin crew is to give the Ipestsible service to every passenger
according to company policy, so the following rulesgood service should be
observed:
Although giving service comes naturalty some people, there are certain
fundamental points which must be observed by ldi\Tpersonnel, since
prospective passengers judge the airline by ifs@yees.
* Smile often. A nice warm smile is inviting to pasgers and immediately
instils confidence in them.
» Treat passengers courteously and with respeacwgnition of the
passenger as an individual, trying to remembep#ssenger’'s name
during the conversation and to use it thereaftbis gives the passenger a
feeling of importance.
» Be tactful, diplomatic, and listen attentively tpassenger’s problems.
Think before answering and try to give a satisfgcexplanation.

* Make eye contact and smile in every interactiomwifpassenger.

Be reliable and make the passenger feel confi@Ennot make
commitments that cannot be honoured. Remembetiteamployees
represent the company'’s image.(Thai Airways Iragomal, 2010, PSMS5,
p.1)

The next subsections analyse keywords around thennaf ‘attitude’ as part of the

behaviour and conduct-based policy.
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Being natural

The airline focuses on a natural self-presentatidnich is related to a positive self-
concept and attitude at the individual level. Thasebutes must be seen to be
displayed by employees at some point in order lmpoe employees’ behaviour and
to maintain positivity. The factor that influencasd maintains positive behaviour is
company policy. Consequently, this implies a useaafrcive and traditional power,

where the consistency of positive attitude needxetoontrolled by a superior.

Fundamental points must be observed
The term ‘fundamental’ means basic, elementaryemséntial, and this implies being
in control and not stepping over the boundary.h&tinacro level Thailand has a long
history of the paternalistic management style, wipgople are seen as family
members. This can be linked to the organisatioalJavhere employees are viewed in
a paternalistic way, and are treated accordinglys dlemonstrates the relationship
between paternalism and traditional power withim ¢bmpany. It can also be
observed in the love for Thailand’s royal familjhélfollowing paragraph illustrates
key examples of employees’ attitudes to companywWelr and conduct-based
policy. This is related to the research questioleims of how company policy
influences employees’ behaviour and achieves tte sff positive performance.
These key acts have been confirmed through theguilation methodology in
observation and semi-structured interviews.

Desire to serve

Cabin crew should maintain a desire to serveiatikof people of all

races. They should always be alert to passengears's and needs even

after long hours of duty, whether on normal flghduring delays, or when

experiencing other irregularities. They must LIST® passengers and

show interest in their problems. Discriminatioreofy kind against

passengers will result in disciplinary action.(TrAaways International,

2010, PSM5, p.1)
The key phrase’ desire to serve’ was derived froensecondary document; this
illustrates the key acts and examples of behavtmtrcabin crew have to follow. This
keyword reflects the behaviour and conduct thateafiom company reinforcement. It
is interesting that key acts reflect behaviouralfoamity through individuals at the

organisational level. The term ‘desire’ impliesiasg to, craving and longing for,
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reflecting a willingness from within. This suggeatsindividual, personal
characteristic. A desire to serve means that taioaship between the individual
and her attitude towards her own career is a pesithe. Hence a positive attitude
emerges from this concept of the self — towardssotereer, and towards the
company. Moreover, the desire to serve also refldnet female gender role, where
nurturing interactions are emphasised, such asdaiare of, serving and looking
after. The moderating variables of a positive adt can be derived from upbringing

and religion, and can be emphasised within traiaing development.

Maintain

The company uses the term ‘maintain’, which is@osym for ‘carry on’, ‘continue’
or ‘nurture’, reflecting a consistency of individdmehaviour. The importance of
fairness to all kinds of people is a priority, ard/ unfairness is a serious fault which
can lead to disciplinary action. The phrase’ diesanation is a serious offence’(Thai
Airways International, 2010, PSM4, p.1) is emphedi® ensure positive
interactions, in order to maintain equality in terof service to all. The implication of
this policy is that there should be no bias or tiggattitude towards passengers. This
could have an effect in both positive and negatmags. In terms of the research
outcome, it can be applied to the reduction ofrmtkural interactions. Moreover, the
result in disciplinary action reflects coercive mwhere the threat of punishment
promotes compliance —notions derived from Webérwty of bureaucracy (Weber,
1947). The belief in interpersonal and social psses within the bureaucratic
mindset can provide bureaucracies with explicie systems, playing a critical role in
maintaining social attitudes and governing emplsybehaviour (Weber, 1947).
Hence an embedding of company policy might infleetie cabin crew’s positive

performance outcomes.

Alert to passengers’ wishes and needs

Being alert implies action which is attentive, dat@nd lively, with an emphasis on
attentive. While on board, cabin crew’s reactiond eesponsiveness to passengers’
wishes and needs have to be offered, and clardicaf these reactions represents the
level of passengers demand for service on eadsamt This implies the personal
and social competence of the cabin crew, espedlatly social awareness, which in

this case is concerned with all service orientatidrhus the emotional and attitudinal
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aspects of service orientation are a core issgedial competence. Further evidence
will be provided in the next chapter.
‘They must LISTEN to passengers and show interesitair problems’(Thai Airways
International, 2010,PSM p. 1). According to my fimgk, the term ‘listen’ identifies
three roles:

1) The role of the female gender in a collectivisticisty, where the wife has to

listen to her husband, as he is the main sourceome.
2) The collectivistic perspective of people protectihgir own privacy.

3) Good communication and interaction skills, reveaitethe display of interest

in passengers’ problems.

Moreover, part of the managed form of internal@ais self-analysis, which includes
self-reflection —putting up a mirror to oneself.€Tteflection of the self is a reaction to
the self-perception involved when we ask ourseifre®g would like others to treat us

as we treat them. This also reflects the compamgén

Extra touch
They should also provide good service between nasalsduring ground
stops. The ‘In-Between Meal Service’ is not adjuativertised in detail, and
is therefore considered something extra which erages passengers to
return to THAI. The important difference betweddAl and other airlines is
the extra touch, such as circulating newspapeatsraygazines, taking time
for a friendly chat, and keeping cabins and teigiotlessly clean. SHOW
THAI CHARM AND HOSPITALITY. SMILE. (Thai Airways hternational,
2010, PSMS5, p.1)
The keywords ‘extra touch’ are part of a generaigiple in which all employees are
expected to participate. Cabin crew should constdes giving something extra
which encourages passengers to return to theailinis illustrates one of the key
issues of this personal touch or ‘extra touch’ whkemphasised through behaviour
and conduct-based policy. The ‘extra touch’ isgpecial interaction in terms of
communication that makes a difference to othelsplies a good heart, an
appreciation of feelings, and any other positiver@ssion that is called ‘that extra

touch’. The ‘friendly chat’ implies a personal ttievhereas the formal role of the
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job is presented during the flight. The personathoimplies an informal manner used
in order to create friendship. It is a reflectidrtiee hospitality which differentiates
this airline from others. An example of the evidemdll be discussed in my chapter
on observational findings. This implies that soeakreness and social skills are
emphasised in individuals’ characters. The stratéddiie personal touch is reinforced
by company policy and individual characteristichislrecognises the idea of social,
psychological competence, where the personal toantbreak down the formal

social status between cabin crew and passengers.

Show Thai charm and hospitality with a smile

It can be seen that these are individual and nalticmaracteristics. This shows the
cultural identity of a country where social nornmglavalues influence individual
behaviour. However, these characteristics arerasttioned elsewhere, such as by
Goffman (1971), who implies that emotional labaimivolved. This is also stated in
Tyler and Abbot (1998) in terms of cabin crew ameit personal characteristics and
feminine perspectives. Thus hospitality impliesiidliness and a warm heart
(sincerity, actions from the heart), which are tedicto the characteristics of Thais.
Moreover, non-verbal communication, in this casedmile, represents and is the
symbol of Thailand, stereotypically ‘the land ofika’. Hence hospitality in the form
of a smile implies a smile from the heart. Thesarabteristics of the individual have
also been found in similar research, such as tteeSé survey module (Minkov et.
al., 2013): contentedness, personal steadinegsinkeeneself disinterested and pure,
tolerance of others, harmony with others, and kisdn Moreover, some
characteristics are partially similar to those nred by Schwartz (2006) such as
openness to change, inner harmony, self-transceaderd broadmindedness.
However, there are some differences in terms oflgewariables, since this research
focuses on the female gender. In the Thai casenight be related to both individual
and traditional power, where an interaction is eekitt order to have control in some

circumstances.
Smile often and smile warmly, instilling confidende them

Again, an emphasis on positive hon-verbal commtioicas encouraged through

good attitude, as well as the ‘extra touch’ merdgobearlier, in giving hospitality with
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a smile. The application of a positive attitudegmforced in every part of the policy,
without the need to deny individuality.

‘Prospective passengers judges airlines by theammapk’ (Thai Airways

International, 2010, PSM5, p.2).The company sedisioiual proficiency as an
important tool for retaining customer loyalty irethirline business. This positive non-
verbal communication is a major facet of sociallskconsisting of personal and
social competence. The evidence is discussed iohagter on observational

findings.

Treat passengers courteously and with respect

To correspond to a positive attitude, the termatran this case means behaving
towards passengers in a courteous way. The contsptvice in Thai culture is such
that it is considered a joy and a pleasure to s€weartesy and respect are implicit in
Asian culture, where women are seen as soft anteg@&espect is a fundamental part
of paternalism, and includes being a good listener.

‘Treat passengers courteously and with respe@dagnition of the passenger as an
individual’ (Thai Airways International, 2010, PSIV.2).The recognition of
passengers as individuals is seen as an icebréa&ding from a formal to an
informal interaction. This includes giving ‘thattextouch’ where the employee has
time for a chat with passengers. These ‘touchespca-emptively reduce conflict, as

passengers see the cabin crew as approachable.

‘Remember passengers’ names during a conversdiims gives the passenger a
feeling of importance’ (Thai Airways Internation2010, PSM5, p.2).

A need has clearly been identified in terms of lmwortant it is for the company to
be focused on passengers. The tactic of remembesisgengers’ names is an

important message for employees to remember.

Managing through company policy

Be tactful, diplomatic, listen attentively to pasggers’ problems

Part of the attitude emphasised in the companyydibeing tactful and diplomatic,
and listening attentively to passengers’ problefrectful’ and ‘diplomatic’ mean

being careful, considerate and polite where theeerequirement for individual
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proficiency. Listening attentively to passengersilgems again supports the policy of

being a good listener, discussed earlier in thagptdr.

Think before you answer
An emphasis of ‘thinking before answering’ cleastyggests emotional concealment,
helping staff not to overreact in some circumstan&snotional control is an

important issue within the service industry.

Do not make a commitment that cannot be honoured

According to this finding, cabin crew are asked toatnake commitments that cannot
be honoured. Again, trust is important. Rules agifations are also important.
Although female characteristics can be used, dgwmthe idea that ‘the passenger
is always right,’” rules and regulations still haweebe followed. Adaptability has to be
efficiently applied in various situations when atmmer demand is refused by cabin

crew. An acceptance or refusal technigue has tesbd.

Employees represent the company image

Another company strategy is for employees to reprethe company image. Image
relates to appearance and presentation. In thés eagployees are a reflection of the
company, which can be related to its public imaderefore, employees’ reactions
are very important and can have an effect on pgssgmperceptions:

» Cabin crew should maintain a friendly but busin&sshttitude towards
passengers and show alertness and initiative Ioygamb suggestions and
helping to remedy complaints.

» Courtesy and sincerity must be shown when senasggngers and the
public without being overly attentive to one indiual. Helpful responses
must be given to questions asked.

» Conversations with passengers are to be carriepiietly but discreetly,
avoiding loud laughter and boisterous discussimer§effort should be
made to address passengers by name; otherwisekeesmauld be
concluded with ‘Sir’ or ‘Madam’.

* The attitude of the cabin crew should make thegrags's feel welcome

on board. It is the same attitude as that of a dw®st or hostess.

162



» Self-analysis is often the best way to improve @aammunication with
passengers.

» Cabin crew should analyse how they approach passeagd ask
themselves if they would wish to be treated in thahner.(Thai Airways
International, 2010, PSM5, p.2).

Maintain a friendly but businesslike attitude

The company asks cabin crew to maintain a friebdlybusinesslike attitude. There is
a clear distinction between the public and thegieself, although individual
characteristics can play an important part inrarhivork. This includes being alert

and showing initiative, which are important, aslaxged earlier.

Acting on suggestions and helping to remedy compisi

Another important issue is complaints from passes)gehich can cause a reduction
in passengers’ loyalty. A positive reaction suclaeting on suggestions and helping
is encouraged in order to remedy the complaint,veould be a helpful response

related to the positive individual characteristlentified (calm).

Courtesy and sincerity without being overly atterdi
Part of the company strategy is to offer courtasy sincerity without being overly
attentive. The importance of sincerity without lgeoverly attentive implies an

authenticity which comes from within and is sincere

Conversation carried on quietly and discreetly, &liag loud laughter and
boisterous discussion

A reflection of Asian philosophy has been seenughwmut the policy. The strategy of
quietness and discretion implies a concealing aftems, as mentioned before. An
extrovert use of open non-verbal communicationhsagloud laughter or boisterous
discussion, does not equate with the typical Th@nan, where women are expected
to be shy and keep their feelings inside. Thisathdr attributes of Thai women are

emphasised in the policy.
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Address passengers by name, use ‘sir’ or ‘madamaken passengers feel welcome
on board

Earlier analysis mentioned addressing passengenary in order to make them feel
important. Moreover, the use of ‘sir’ or ‘madaméatly identifies the respect cabin
crew should show to passengers. The process ohmakissengers feel comfortable

on board includes giving a warm welcome, whichag pf hospitality.

Managing through positive verbal and non-verbal cormunication
An emphasis on positive non-verbal communicaticanisther major issue for the
airline service. ‘Every interaction’ shows the foeecy of this positive non-verbal

behaviour (the smile). Again, individual proficignis an important consideration.

Giving a satisfactory explanation

According to my findings, part of the attitude Is@an emphasis on satisfactory
explanations that can be clearly understood, ad goommunication is very
important. The concept that ‘the passenger is awat’ implies the need to always
give a satisfactory explanation. A good and reasienexplanation is needed,

especially if a negative response has affectecepgsss.

‘A good cabin crewmember always tries to make attntdth passengers. Contact is
very important for service on board’(Thai Airwaygdrnational, 2010, PSM5, p.3).
‘Contact’ means connection and communication. filies a positive interaction with
a ‘good’ cabin crewmember, including positive conmigation, both verbal and non-
verbal. Social interaction is discussed in my céaph the semi-structured

interviews.

Disembarking and embarkation procedures, leadingptositive first and last
impressions and good contact opportunities

‘How well we carry out the boarding and disembagkai our passengers will lead to
a positive first and last impression. The embadkafirocedure is the first and one of
the best contact opportunities.’ (Thai Airways mgional, 2010, PSM5, p.3). A
positive first and last impression must be takea account. It is presumed that a first
impression from embarkation can be lasting. Onssgragers receive a positive first

impression, their perception of the cabin crew véthain positive until
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disembarking. Hence the company should put a leffoft into embarkation. The
best communication, both verbal and non-verbat/d¢a the best contact with
passengers. An expression which is soft and geatlieeduce a prospective conflict
with a passenger. This emphasis on positive conation can be linked to other
cultures too, such as in Chinese philosophy, wtterdoelief is that a soft and gentle
approach can soothe emotions of frustration or @htmvever, another important
issue to consider is time. As the flight time mited and the environment is dynamic,
positive first and last impressions can be maiethidue to the timing. It is presumed
that positive self-presentation is achieved atekel of internalisation and is included
in the nature of the job. Cabin crewmembers daemd to carry on in the same way
once the flight has finished. This is supportedtigh evidence from semi-structured

interviews, where time and character reinforce exhbr.

Offer a sincere greeting, smile in a warm and frigly manner

‘Cabin crew should offer sincere greeting, smild arai with the word ‘sawasdee’ at
the door and in the cabin, in a warm and friendgnmer’(Thai Airways International,
2010, PSM5, p.3).Sincerity implies authenticity,ie¢hneeds to emphasise individual
characteristics and positive emotions that ardaelas positive feedback to
passengers. Greeting passengers with a smileyarra and friendly manner, is

already instilled in cabin crew characteristics.

Assist passengers, and give special consideratiofamilies with children, the sick
and the disabled
Assist passengers with the stowage of their hagddme and guide them to
their seats.
Give special consideration to families with chédy the sick and the
disabled.
Be available in the cabin, especially during dslay
Bid genuine farewell to passengers when they disekn
Give the ‘wai’ and personally thank our passenfmrélying THAI.
Whenever there is an opportunity, address passebgeame, especially
First and Royal Silk Class passengers.(Thai AisMayernational, 2010,
PSM5, p.3)
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The terms ‘assist’ or ‘help’ are emphasised fregjyen the policy. It appears that not
only providing good service but also being willitoyassist passengers is taken into
account. This way of behaving makes passengershiaethey are important and
being taking care of. This can make a differenceims of service quality in

comparison with other airlines.

Be genuine, give a ‘wai’ and personally thank pasgers

Another emphasis on sincerity focuses on non-varb@munication (the ‘wai’ and
the personal thanks). Genuine reactions, both Vvarithnon-verbal, are encouraged
in every action by the cabin crew. This includesspeally thanking customers, which
implies having a perception of people as needirgeteelated to. This is a factor in
Asian philosophy, where relativism is seen as guoitant part of social norms and
values. Once an informal reaction has been embeadd=bin crew behaviour, a
friendly and genuine reaction can be used withtpeseffect, earning passengers’
loyalty and encouraging them to come back andhssaitline again.

The following paragraph illustrates the conversatithat cabin crews should
conduct, including the use of positive non-vertmhmunication. This may be a

reflection of positive surface acting, which iséstigated in the next chapter.

Communication and the cross-cultural context
Conversation
Direct contact essential, language polite.
Speak clearly, distinctly and fluently.
Use ‘Sir’ and ‘Madam’ to all classes of passenged address Business
Class passengers by name.
Avoid using airline slang or technical terms.
Never argue with passengers.
Any conversation or expression in the presengae$engers or in public
must be polite and relevant to social etiquettiétpce and custom, following
the training and manuals.(Thai Airways Internagip2010, PSM2, p.15)

Direct contact is essential, language should beif@lspeak clearly, distinctly and

fluently
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It is clearly understood that verbal communicai®mportant for this kind of work.
English proficiency is also an important factocommunication with passengers.
Although cabin crew members are not native Englgakers, interaction using both
verbal and non-verbal communication is a crucieldain passengers’ satisfaction.

Politeness can be shown in various ways to shopemtdo passengers.

Use ‘sir’ and ‘madam’ to all classes of passengemaaddress Business Class
passengers by name, avoid using airline slang ahteical terms, and never argue
with passengers

The respect shown by using the terms ‘sir’ or ‘nmadi® passengers constitutes a
positive surface interaction with them. Howeverdr@dsing Business Class
passengers by name implies that they are mored/alustomers than those in
Economy Class, and hence to be treated with gresgpect. The phrase ‘never argue
with passengers’ implies the supportiveness otdmpany towards passengers and
that ‘the passenger is always right.” The besttieads to ‘listen’ and ‘keep your
thoughts to yourself’, which relates to the Asiamgpective that listening is the best
solution to conflict. Other actions relating to gasger contact (smiling, making

positive non-verbal communication) are also takd¢a account.

Conclusion
Three themes have been identified in company paticglation to the research
objectives. The aim is to explore the relationdiepveen deep and surface acting that
is embedded in the policy, and which might affemtfprmance outcomes. My
analysis of the secondary document as data hasstmatvthe following issues lie at
the core of the organisational management’s coroased policy:

1) Paternalistic management style;

2) Traditional power related to respect, involving yibg and listening to

superior authority

3) Bureaucratic/vertical management control.

These two issues of positive thinking and selfetfbn, which again reflect Asian
culture and religious backgrounds. Moreover, pesition-verbal communication and
traditional gender role might be part of the peat@maracteristics of an individual.

These characteristics are regarded as personaketenge and underlined by
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management control. These results might realiseebmarch objective related to

productive performance through positive surfacerauttion.

Paternalism, traditional power and bureaucratitiv@rmanagement control all play
an important role. According to these findings, dinganisational hierarchy controls
employees’ behaviour and conduct. However, thexarany hierarchies within the
organisational structure. The study shows thaetisea need to control behaviour.
The power distance used might be generated irotine 6f seniority levels and
consultative decision styles. This might give agigation to management and HR of
the balance needed between the power distancdarntrol of power given to

employees.

Authority can be defined as a formal position ofvpo. It is inferred to be legitimate
power, since command and compliance are legitintgeits use in pursuing
collective goals. However, this power will not Haeato satisfy the management
unless it conforms to an individual's positive mtien (Hofstede, 2001). A content
analysis of the passenger service manual has sti@awthe behaviour and conduct-
based policy are related to individual charactesstThis is in accord with Thai
national culture. Harmonisation corresponds pesfegith both individuals and the

organisation, since it emphasises the nationaliult

Moreover, the rewards of power, especially extamsiwards, are also influenced by
individual behaviour and conduct. In terms of thgamisation, apart from
authoritarian management styles, economic powewuress such as money are also
emphatic motivational forces and become the mehasquiring rewards. An
explanation is given in the next chapter from tiividual’'s perspective, and is

related to the secondary document analysis.
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CHAPTER EIGHT

Research Findings:

Semi-Structured Interviews and Observations
Introduction

This chapter examines the findings of the semiettined interviews and field
observations in order to answer the following resleguestions: to what extent does
traditional Thai culture interact with organisatbigulture, and to what extent are

behaviour and conduct-based policy related totspility and traditional Thai values?

The semi-structured interviews reveal cabin crewnivers’ beliefs and values, and
how crew deal with passengers in order to achigwes#ive performance outcome. In
order to fulfil the research objective, it was callsiportant to investigate performance
outcomes in reality. This chapter also therefomesgers the research question
concerning how national culture might influence égpe and organisational
behaviour (organisational perspective).The fieldevlations were undertaken partly
in order to provide a means whereby performanceomoes could be tested against
stated organisational objectives. Such field olm@yas include body language as
well as interactions between cabin crew and pagsengxamining verbal and non-
verbal communication and taking into account the ad personal emotions has been
crucial in evaluating and assessing the effectisgm® company policy in regard to
cabin crew-customer relations. At the same timiead provided a means of assessing
the company’s attempts to maintain and promoteeaip organisational culture in

tune with Thai culture

The discussion also focuses on female ego goaslaonsciously related to
individual need satisfaction. Thai cabin crew wharkvin a female environment tend
to achieve female ego goals by balancing theirezareoney and family. Hence their
social and personal wants might fit their needs&attion. The presentation of the
findings begins with an introduction to the reseagetting. First comes a discussion
of the nature of organisational culture within TA&iines, followed by a description
of the required and actual skills and charactessif cabin crewmembers, together
with an account of how such crew went about probdeiaing. Next my findings are

presented regarding how work practices are affeotgld by traditional female gender
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roles and by Thai and Buddhist practices, thisdpaikey research concern. This is
linked in the analysis to wider academic debategeorder roles and the impact of
national and regional cultures. Finally, the relaship between need satisfaction,

motivation and rewards is examined.
Understanding airline organisational culture

It is important to be acquainted with organisatlandture within the airline industry,
which is considered to be different from other istlies, e.g. in its working hours.
According to my interview results, the majorityrespondents think that the airline
industry is different from other organisations. Tiferences can be separated into
the areas of emotion, age, gender, nationalityomedpation. These results support
Smith et al. (2015) who proposes that demograpdni@bles have an important causal
influence on a variety of organisational outconieations provide a culturally
significant way of identifying groups of people wagrperience similar socialisation
experiences from childhood to adulthood (Hofst@i®)1; Inglehart &Welzel, 2005;
Smith et al., 2015).

We assume that people who get on the plane aexdiff, have different
emotions and different occupations. This inclugesder and age... Itis an
environment that includes many types of peopleirfstance, we have many
couples going on their honeymoon. Of course, thelidays start by getting
served well by the cabin crew. Other people flyldosiness reasons, and
others to face sad situations such as a funesaduSbehaviour in the cabin
should be different from that of a waiter or wass in a restaurant. The
customer would still be the same and have the sanwions. This is the
difference in airline work, catering for differemges, different genders,
different nationalities and different emotionakds, all gathering in a small
space to be fed and served. Because it is saatitfewve have to be capable
of many things. Not everyone understands the aeidustry, but it is
dependent on the passengers themselves beirfiesatith our service.
Some get frustrated when boarding a plane, wbiiiclr organisations don’t
have to handle. There is no fixed time patterogabse time differs from city

to city. (Interviewee 8)
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The aircraft can be the arena of disputes withierg limited space, and that
limitation can influence behaviour and interactiofise difficulties can be separated
into three main issues. The respondents stataitiais a major factor. In terms of
timing, the dynamic dimension is considered. Wogkiime varies, and country
rotation is a dynamic. Regular office hours areapgilicable. Moreover, the time
zone of each country varies, which affects one’g ofdife and time spent with

family etc. It appears that within this organisatibculture, the modular nature of the
job is also important. Once a flight is finishelterte is no stress to carry forward. The
time limitation of the job can itself create a pv& performance and lead to

passenger satisfaction.
How time and space constraints impact on the waggengers are treated

From an observational point of view, we have tortieanind that the limitation in
terms of space is very important due to the rastlienvironment of the aircraft. This
can affect the behaviour of both passengers and cadw. For passengers, space
limitations, including seating arrangements, camseadiscomfort. For cabin crew,
having to serve food and drinks in a limited speae increase stress. The airline
service is concerned with making passengers feaigdlly and mentally
comfortable. If the design of the aircraft, suctiresseating, makes the passengers
uncomfortable, cabin crew can use the tactics ifgopleasant and friendly to ease

this feeling.

Once you step onto the plane, there are two cabimmmembers greeting
passengers with a smile and wearing traditional Tlothes, made of silk.
Their first greeting is a smile and ‘wai’, whichthe traditional Thai
greeting. The hands are put together and one tdtlvgespect. Once | see a

warm welcome and a smiling face, | smile back.g@tation)

It can clearly be seen that physical limitations ba overcome despite one’s
emotions (in this case, stress), whether this ¢aulige of the capacity of the aircraft
(i.e. the aircraft being full) or the limited spacEhe space is a little limited. | feel
that the seat is not quite as comfortable as ikdcbe, as it is a bit too small’
(Observation). Positive demeanour and emotionstdteequired from the cabin
crew. During my observation on the return fligharfr Bangkok to London, the flight

was fully booked, including seats given at the gatestandby tickets. When it was
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boarding time, passengers were boarded a rowirea Therefore the standby tickets
had priority for a seat in the first row of Econo@iass, which are assumed to be
more comfortable seats. Whilst this demonstratesesof the benefits of being on
standby, it also indicates the manner in whichrcabéw have to be proactive in their
attempts to place passengers at ease. Moreowbe gase of standby passengers who
were seated to the fore of the aircraft, this gheeopportunity for cabin crew to greet
them in the traditional Thai style as part of tlvaialing procedure, and so to
implement company policy concerning promoting aitpasand distinctive image of

the company in line with traditional Thai culture.
Cabin crews skills and characteristics

It is important to investigate work and personalreleteristics, to enable a better
understanding of the nature of the job. This mightl to further research initiatives
into professions with similar characteristics, iftstance in the hotel or other service

industries.

Set-conhdence

C/A

characteristics

am/taprine

AWETENEST/Ommon  Sense

Figure 8.1: Cabin crew skills and characteristics
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Adaptability

In terms of the conceptual framework and the dinmensf adaptability (Figure 8.1),
the majority of respondents agreed that adaptabiits important, for the following
reasons. The cabin crew’s job involves having te fianany kinds of people
(passengers and colleagues). Each country hasitgwalture, so it is important for
the crew to learn about and understand each coulltrihese points are considered
to be very useful in themselves in terms of the petence of adaptability. This
adaptability is needed on each flight, as the imtatf colleagues is uncertain, and
crew rarely meet the same colleague more than every two years as the work
rotation varies so much. Also the passengers arewdly different on each flight,
even on the same route. Therefore the competeradaptability is considered to be
very important. From this analysis, | see that &alaifity prevents cabin crew from
being too affected by external stimuli such as tieyafrom passengers. They are
thus able to handle the demands of the job smadatidy can shift priorities and
adapt their responses and tactics to suit thermistances. They are also able to be
flexible in how they view events. The findings shthat adaptability is one of the
major characteristics needed by cabin crew. Theg baadapt not only to passengers
from around the world, but also to colleagueshas tworking schedule is rotated.
They need to be flexible. Furthermore, their roaitim their personal lives has to be
flexible too, because of working in shifts and #fere having different working
hours than other people. The competency of addiyadives cabin crew the ability

to change according to the environment.

The adaptability factor is acknowledged as an emvirental adjustment. The ability

to understand an individual’'s nature is consideneddaptability competency. The
rotation of passengers and colleagues, both impeeasad non-impressive passengers
and colleagues, contributes to this ability. Iratiein to adaptability and conflict, it
appears that adaptability includes exactly the sacters as conflict control. These
can be classified as the following: time, relatiipsand adaptability. It is presumably
recognised that the airline sector is differentrfrother organisations. The
implications of the findings suggests that timéis main factor in this difference.
Therefore these time restraints can be shown éztiffidividuals’ ways of life,

relationships with passengers, colleagues and yaanid work tasks.
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It is different in terms of our way of life, dorybu think so? The job
characteristics are also different, especiallytiines, as we have less sleep.
People who work office hours have fixed times, kirng from 7am until
4.30pm. But we have to adjust our times. When rpesple are asleep, we
have to go out to work.(Interviewee 5)

This time dimension has a major effect on the aatalty needed for individual
performance and good relationships with otherd) batide and outside the
organisation, which is related to individual alyiliThis is composed of social skills
and the adaptability competency within time constea Figure 8.2 illustrates time
dimension and interconnections with others. Reggrgassengers, the
interconnection with passengers is related to tbagdynamic. Flight times and
passengers' nationality are varied, depending ®addistination and flight roster, and
including emotions and reasons for travelling. Rema colleagues, flight rosters are
rotated. Interconnection with colleagues is impatitas teamwork is a factor of the
work task. Regarding family, time changes and wagkiours mean that time spent

with the family is different from that of employesother organisations.
Figure 8.2: Time dimension and interconnections wit others

Passengers

Time

Colleagues dimension Family

Individual
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According to my observations, the sequence of eveveals the dynamics of a set
routine job. The major airline objective is to giwvassengers satisfaction by providing
a good service, as has been discussed in the sagatmtument findings in the
previous chapter. The individual crewmember isyad@mponent in this strategy,
involving the tactic of not showing negative or@tlemotional feelings. This partly
relates to Asian culture, where feelings are kegidie, but is also a key feature of
company policy. Another fact was that the crewtdydo deliver the best service to
passengers in order to achieve high customer aetiish. This is a reflection of the
company policy, whereby cabin crew have to offessemgers the best possible
service. A conversation | overheard while the calbew were on duty stated: ‘This is
the best | can do for him, and | can’t do anythimgre than that, so hopefully he will
be alright.” This sentence illustrates the comps®E@nd kindness needed in the
service provided by cabin crew. The problem of t@ditime means that cabin crew
have to operate under very difficult time constisifThe service nature of the job is
to meet with passengers’ satisfaction. A calm iitligl is a crucial part of the
strategic interaction, in order to reduce confictd maintain positive communication

with passengers.

My observational field notes also reveal positiegray, where the intention of
maintaining positive non-verbal communication amdividual interaction was
emphasised: ‘Whilst walking through the cabin, tkept smiling all the time, even
with their eyes. If passengers stopped them, thmyldvbow slightly and listen to
what they had to sayHowever, the question of how genuine this is mest b
considered. The answer to this question goes loac&ttonal culture, where this
behaviour is emphasised as culturally authentis.therefore in effect natural

behaviour:

One other asset we have is that we easily forggts| easily forgive, even if
we feel very angry at the time. If the other sidally feels satisfied, we feel
happy again. If they don't feel angry anymore, weeglad. We are not easily
offended. This is one of the points that passerigerswe smile and are
cheerful, even if we do not speak good Englishwasave this strength,

which is Thai charm. (Interviewee 10)
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This also includes Thai national culture and TAidines’ corporate policy, where a

positive attitude and self-reflection dictate tlwaibdaries of individual reactions.

Although company policy is taught as a prioritgd not think that it is fully
emphasised to a concentrated degree that is méaniodpoth C/As and the
company, therefore, because | believe it is impythere needs to be a
requirement for measuring these results so thaetbkelf-reflections continue
to show positive results. These positive resukksnat instituted by company
management, but rather they are maintained by par§0A needs and

motivation.(Interviewee3)
Teamwork and social skills

Most of the respondents agree that social skidkige giving that ‘extra touch’, e.g.
talking to passengers. This can be compared witltdimments of half of the
respondents, who mention that they are mostly coecewith human relationships
and trying to understand people. During the intad it emerged that cabin crew feel
they should be able to influence passengers by u@ir skills of persuasioiy
observational data reveals that the work struatfithis dynamic environment
reinforces cabin crew members’ performance of éaneé, because the job is a self-
ending, time-constrained one. | observed that tras a factor when crew were
carrying out their job. The tension between thatéohtime and the tasks to be done
encouraged cabin crew to accomplish their jobgiefiitly. Due to the limited flight
time and the fullness of the aircraft, it was cali¢or staff to display and maintain
positive reactions (smiling and so forth) at afiéis. After the night-time segment of
the flight, the morning routine was begun agairbiG@arew started to walk around,
and all the toilet compartments were cleared aedned, ready for passengers’ use.
The major activities of the morning were servicéial) such as serving meals.
Priority was given to special meals. A positive eg@@nce was still in evidence
among the cabin crew. A repetition of service (sgrfood, routine work) appeared

frequently during the observation.

To conclude this section, the implementation of pany policy in regard to in-flight
service delivery relies heavily on human relatiand interactions, and specifically on
the use of social skills by cabin crew in ordecaory out the kind of strategic social

interaction envisaged by the airline, in line baith traditional Thai culture and with
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good work practices. The next section examines $weh strategic interactions take
place within the context of the work team itseff veell as in staff-passenger

interactions.
Activities

Although they had worked through the night, theacstill looked nice in the
morning. All the routine work had been done. Orieereals had been
served, they again served hot drinks. An hour |atery removed all the
dishes and started to distribute the immigratiomf(Observation, London—
Bangkok)

My observational data reveals that dealing witrepagers of many different national
origins has some implications for training: for eyde, English competency; social
skills, such as understanding the basic requiresnafrall passengers; strategic
interactions, such as entertaining their wishescamdforts in a soft and gentle
manner; and individual characteristics, such asitaaiing a sense of control and
confidence when managing relationships with passendgience the kind of service
provision envisaged by Thai Airlines can be saithtmlve the use of social skills and

human relations as key components of strategicaioten.

The interviews show that teamwork is very imporiarthe job, because of the
following factors. Tasks must be finished quiclkdygood example of this is kitchen
duty. Staff have to cooperate to prevent work aaatl Assisting each other helps to
create good teamwork, as this kind of work needly udue to the restrictions of
flight times and space limitations. According te fhterview results, there are
generally between six and ten cabin crewmemberfligkt, depending on how full
the flight is. Hence a good relationship with catiees is needed to create a good
working environment. For instance, if there is aljdem with a passenger that one
crewmember needs to deal with, another crewmendreassist by taking over
another job. At this point the training is consitito be very important in order to
maintain the same standard of delivery within ise. The main strength of a
cabin crew is teamwork, because of the natureeojah, and cabin crew have to be
active and enthusiastic in participation becausfé eeewmember will have his/her

own duties.

177



There is one sentence mentioned, that we all gather because we are on
the same plane, sleep together in the same huégl,iewe died we would die
together because we are on the same plane. Soowikl $bve each other,
don’t be selfish because it's not going to makadhkibetter. Yes, there always
is a briefing before the flight about this, becasgme people would forget
after they have been working for a while. (Intewée 10)

On each flight the crew should create a team itleatid show commitment to their
jobs by building model team qualities such as respelpfulness and cooperation.
Cabin crew carry the company’s reputation, soirnigortant for them to work well as
a team in order to reach the company’s goals. diniension of adaptability is
clarified by the following diagram.

Figure 8.3: Dimensions of adaptability

Passengers

Culture / Location
Adaptability _
Colleagues Family
Situation Job role (set system, job

rotation)
Individual

These dimensions (Figure 8.3) reflect the compgtefadaptability within timing
constraints in a dynamic environment. This imptlest social identification is
underpinned by two dimensions, namely time and tdbéfiy. Moreover, it is related
to the conceptual framework in terms of the indintiself-construal output and
positive behaviour, emphasised by both individual eompany input. These two
main dimensions, extrapolated from the interviesuhs, are important in
differentiating theoretical approaches to the Felhiased process, or internalisation,

is associated with both dimensions. Thereforerterview results have demonstrated
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that self-identification creates and expresses belfhidentity and social identity
where social attention is emphasised. Self-awaseces be maintained within these
time dimensions using the adaptability competeacydr. When talking about
positive behaviour, the desire may be for the pasitnage to be constant, where
time factors or the situation demand it. In the saontext, characteristics of the
airline industry, such as set systems and job$e@ioiy carried forward to the next
day, necessitate cabin crewmembers’ roles beingised to different situations,
different clienteles and/or different cultures, lwtositive interactions remaining due

to their competency of adaptability.

Adaptability within self-identification is constraed by the characteristics of the job
itself. A given situation can reinforce the adagigbcompetency. Common sense is
another factor in solving problems in certain dituas. This is related to the ‘let go’,
where wisdom can help one to find a solution topgrablem. My data suggests that
common sense also comes from experience. Anothmartant factor in a cabin
crewmember’s skill is language. As the languagel usight not be the
crewmember’s native language, the use of non-vedramunication is also taken
into account. For cabin crew, spoken language coetbiwith non-verbal
communication is a part of the strategic interactiois important to investigate cabin
crew skills, as they show the relationship betwiadividual and social characteristics

and the attributes needed for the job.

Actually, it's not difficult to impress your passgers at all. Sometimes, if we
talk to our passengers, it could open a new reiakip and it is certain to
increase their positive feelings about the C/A en@dcompany, make them
feel good and put them in a good mood. Then it @ easier to solve any
of their problems, should a conundrum arise. Ireotd be considerate of
another’s feeling, we offer them as much as weahle, especially Indian
passengers, such as offering them a can of Colkeskimg them whether they
would like some more. | am sure that they would/ésy pleased. If we
converse with them, often, even for a Thai or fgmer, | am certain that they

would prefer this. (Interviewee 1)

According to the interview results, social adagigbis seen to be an important factor

in these skills, and includes understanding hureations, social awareness,
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understanding society’s demands, understandinghtheacteristics of different
nationalities, understanding people, knowing howeéal with service users, knowing
how to speak appropriately, and associating cdyragth other people from different
countries. The inclusion of language skills is alsgessary as these are considered to
be more important than experience. Nonethelesrexe is also an important
issue. Experience entails an understanding ofiffereht possibilities involved in
having social interactions with others. Strategoesalm passengers’ emotions and
reduce levels of negativity can be learned withegdgmce. However, experience is
based on various considerations, such as one’araygme in the job. Cabin
crewmembers who are responsible for First Classgmagers would have more
experience in this area. Their positive interadiwith passengers happen
automatically, reflecting their working experieng@éuis is illustrated in the following

interview quote:

| think experience helps us know how to deal wilsgengers. We should
know how to speak appropriately and calm down pagss if they are feeling
angry. This should come from experience rather ghdlis. Cabin crew who
serve First Class will know a lot about this. Theéill know instinctively how

to deal with people. (Interviewee 8)

From the research data it appears that the majufritye job characteristics can be
divided into service interaction, female charastéss, self-presentation, caring, and
interconnection with passengers. In relation todtencabin crew, the specific
characteristics of females are an important patti@fservice interaction, and this can
be identified as the ‘soft-side’ factor (Vitasekagt 2010).The soft side in this case
appears to be a balancing of personal charactsrisith the subconscious, where the
traditional gender role is emphasised. The solutopersonal and job characteristics
is to connect the job function with input from oai@ersonal character, thus creating a
positive result in terms of passenger satisfacfitre dynamic environment, the

service industry and self-presentation are takenancount.

Thai people are like this...anything you want, thieyags smile. Thai people
have a good heart. When passengers complain dbsuatrid that or need
more to eat, we go to the kitchen and we find sbingtfor them to eat. We
would think if they fly three to four hours, whaeahey going to eat then?
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Although we might feel annoyed or dissatisfiedha kitchen, we will give
them what they asked for. This is being Thai, weegod to foreign people,
no matter what. If you don’t order food on theigffits, they would be

annoyed and would say no. (Interviewee 16)

It is interesting to note that the root of the ssrinteraction is assumed to be a
female responsibility, where a nurturing environtreemd character would fit the job
characteristics. Correlations between these twogpdions are related to relationships
and adaptability to social interaction in certatnaions. The findings indicate that
there is an extremely strong relationship betwaesetfactors: time, relationships and
adaptability.

Figure 8.4: Relationship between passenger satistaan, personal and job

characteristics

Personal characteristics
(soft side, nurturing)

Passenger satisfaction

According to the interview results, job charactirgsare mainly involved with

service interaction where it is dealing with pagtemotion. In relation to gender and
service satisfaction, adaptability, ‘let go’ androoon sense are related to positively
expressed emotion and emotional intelligence. AgiMaet al. (2003) state, gender-
based expectations are linked with learning howotatrol negative emotions.
However, this brings weaknesses in its wake. ¢heharacteristics are supported by
company policy, if a cabin crewmember were theiwiaif sexual harassment, what
would be the company procedure to deal with thattion? One of the company
policies is that the passenger is always right,theccompany relies on cabin crew

members’ common sense and adaptability in diffisiiltations.
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| think there are both good and bad points. It'edym terms of service and
also we should keep it inside. We should not shissadisfaction to
passengers by using our emotion. We have to bemaBut it doesn’t mean
that we have to be patient all the time. If it cen@ a difficult situation such
as when passengers talk or subject us to sexumddraent. We don’t have to

be patient in everything, it depends on the matteterviewee 13)
National culture and the traditional female genderrole

To gain a better understanding of traditional gemdkes, the interviews dealt with
the following questions: what is the definitiontbé traditional gender role? How do
female characteristics relate to passenger sdimf@cCan they reduce role conflict?
What is the relationship between gender and crokaral factors in the airline
industry? These questions were asked in ordenestigate the relationship between
individual self-perception and performance outcolnesearch objective three). The
interview results show that the most significartéa in the traditional female gender
role is gentleness —followed by kindness, cheeglssnwarmth, helpfulness, and not
expecting anything in return, which all show alstigecline in proportion. From
interviewees' perceptions, gentleness can be deératetsthrough smiling and
greeting, and my findings show that the greetindbai Airways is warmer
compared with other airlines. According to my dittégs commonly agreed that
appropriate behaviour depends on the occasioruatisin, which is different from

other airlines.

Self-reflection, offering sympathy to others, thex@one of these words in the
dictionary. Anything we can help we should helgt, eéxpecting anything in
return. This is our kindness, which is differertrfrthe Japanese, to be
considerate of others’ feelings. The Japaneskasalipressure not to express.
Japanese do things in accordance with duty, ligaritanner in the society, and

not expressing from their hearts. (Interviewee 10)

Gentleness and softness become benefits in terpasssengers’ on-board experience
when compared with rival airlines: ‘Gentleness, fwgreeting in Thai).The
personnel are softer than our competing airlined,saress attention to detail in
comparison with our competition’(Interviewee 6).€ltharacteristic of compliance

shows softness and kindness which are considereel genuine. Training by the
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company and the way the interviewees were brougltiome together and result in
them being considerate of others’ feelings. Anotiar-verbal method of
communication, i.e. smiling, is also taken into@aw. Non-verbal communication,
i.e. smiling ‘from the heart’, is considered im@ot: ‘Smile, politeness, gentleness,
and a service that passengers feel that they gressed from within the individual,
and the love for this service position’(Interview®eT his shows that smiling is

another important issue compared with other coestri

The feelings of concern and caring for others hmve to be important. In relation to
sympathy for others and self-reflection, it carshewn that many respondents take
these qualities into account when involved in pagseservice. This can change
one’s manner of handling people, paying more atarib their needs within the
industry. Further examples of self-reflection contit be explained in English, such
as the word ‘nam-jai’ (loosely translated as ‘sythgg. It is a contribution that goes
beyond the call of duty.

For myself, | am concerned with serving. If pasggsgommunicate a simple
request, we C/As attempt to fulfil their desiresriediately, provided we carry
these articles aboard the aircraft. If their retjgasnot be fulfilled, then we
quickly offer them an alternative suggestion, aofdfully they are pacified

and impressed with our service. (Interviewee 2)

The interview results show that if there is anyghine crew can help with, they do
not hesitate to do so. Their assistance is offesgtbut any expectation in return.
This is called kindness, and it is considered tdiferent from the Japanese version.
The Japanese are considered to be under more r@resguo express feelings, and to
behave in certain ways in accordance with theiy,duhereas kindness is a
consideration of others’ feelings. Another impottpaint about kindness is that it is
easier for Thai people to learn how to forgive &ordet, even when under pressure
and receiving negativity from passengers. Not beifgnded by other people’s
attributes, and feeling good when passengers g@yhare other qualities that
passengers like. This might be a part of the candeeffect of the ‘let go’. Moreover,
positive non-verbal communication such as smilind eheerfulness are found to
impress passengers. The ‘let go’ is an additioaetior in the traditional female

gender role, and will be explained in a separaté@e
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Positive attitudes are created through individwginitive thinking, and through the
national culture (Compton& Hoffman, 2013) where &es are represented as soft

and gentle, as explained in the semi-structuremigws:

Company policy stresses Thai softness and polisgndsich is at the core of
our company'’s reputation concerning our positivadifg) towards and how we
treat our passengers. In addition, we maintaindhapassengers are always
right, and whatever they require, we will attengpobtain it for

them.(Interviewee 4)

We are soft and gentle to our passengers, couidigdy reduce conflict,
which means that the problem may not be solved tetelp, but it can

certainly reduce the tensions that it createde(in¢wee 1)

Because Thai people are more polite and gentlehwman nature exudes our
natural behaviour in reducing human disagreementsa aircraft. Therefore,
if C/As communicate with senior people or passesngee retain our

frustrations inside, in order to comply with a slmpequest. (Interviewee 2)

According to my observational data, offering, disiting and serving represent the
main service duties of cabin crew. Priority wasegivo special-meal passengers, such
as children or vegetarians, which is a work pracéieolved by the cabin crew.

Serving is a traditional female characteristic, bgitsing the gender role of the
housewife (Hancock & Tyler,2009). It also includeteraction with passengers,

where social skills are needed. For instance, wthisswelcome drinks are part of the
company’s hospitality strategy, actually serving thinks was hard work, especially
because the flight was fully booked. Yet even thebserved that the cabin crew still

kept smiling. This showed their competency in teohkaving patience.
Appearance

It cannot be avoided that gender is related to a@pee. The appearance of the cabin
crew has to be neat and tidy. The wearing of tiathi dress represents the Thai
nation, and colour, design and make-up are pareo$trategic interaction between
cabin crew appearance, in terms of positive acting,the gaining of passengers’
attention. This is shown in a positive appearafidee way they wear make-up is

bright and colourful; all items matched with théiess’(Observation, London—
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Bangkok).To look good can make an individual feel good, asadvomen are
concerned with beauty, this also implies a positippearance. It is interesting at this
point to note that appearance can boost a cabivnoeenber’s self-esteem, even
though this service industry can produce tensiaabse of the expectations of an
authoritarian management style. Again, an empluaseppearance leads to a positive
impression. As a smiling, soft and gentle mannshmwvn towards passengers,
conflict can be reduced in this first phase ofriatéion. This reinforces my policy
analysis regarding first and last impressionstireao individual interactions.

In terms of their appearance, they looked neatiayd Their hair had been
tied back properly, but there were no fashionable &ccessories, only normal
hairclips. As to their characteristics, they lookgbd and smiled most of the

time. They looked very feminine, but looked confitl€Observation)

As discussed by Hochschild (2012), women'’s attvactippearance can be an
important part of the service. Women are more Yikelbe sexually harassed than
men. Although women perceive their feminine rold #reir appearance as part of
their work requirements and emotional labour, thervidence of sexual harassment
occurring (Konrad & Gutek, 1986). On the other haming skills and abilities that
are based on gender differences might create dastdisation of the skills and job
characteristics needed by both genders. As a ribsuilt is support for the need for
unisex characteristics. The results of a study timo'let go’ support positive
psychology (Compton& Hoffman, 2013), although tinguanent derived from this is
that this will work only when the time is dynamiechlimited.

National culture and spiritual cultural values

In order to investigate the relationship betweatividual output and performance
outcomes, | examined how national culture influenemployee behaviour (the
individual perspective) and organisational behawvithe organisational perspective).
It is interesting that in a cross-cultural envira@mt) bias can be created due to the
different perceptions of varying cultures, whictghtibe affected by organisational
and performance outcomes. Thus in this researthgepirituality, love and
kindness had been introduced into the workplacg €éEal., 2011). My respondents
agreed that conflict can be reduced by spiritualitye and kindness; some

respondents agreed that this can have an influarmeglucing conflict: ‘The charm of
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this culture commonly places restraints on displafysmotions in reducing the results
of conflicts amongst our passengers, rather thamifieng arguments to escalate to
be covertly observed by the public’ (IntervieweelB)relation to Thai characteristics,
some respondents agreed that gentleness, frieasllarel a soft manner can reduce
conflict. These characteristics can be referregsttraditional female gender roles.
This characteristic is considered to be an impoae because the company cannot
compete with others in terms of aircraft technolofiyese characteristics have been
put into practice explicitly because the charast&s in themselves are positive.
Being natural is considered to be a natural charatic. ‘Primarily, Thai C/As are
taught since early childhood not to become violeatid emotionally involved,
because this measure can only cause further de@pterviewee 10).An example of
using spiritual values is that when faced withidifft passengers, the crew still carry
out their service without any complaint; this isismlered to be different from other
cultures, whose strategies may not include undeisig passengers’ feelings. This
level of understanding (trying to sympathise wigdsgengers) is considered to be on a
par with being natural.

Figure 8.5: Internalisation

tranquility
Nam-jai " Namjai/ friendliness/henjai -jai ‘
[/ e N\

Sam-ruam/jai-yen/
respectfulness

186



There are six concepts in the Thai language whigiyao Thai rules of respect:

* Kreng-jai, which is usually interpreted as consadien (Cooper, 2005). Thai
people are considerate and adjust their behavimas $0 give peace of mind.
In Thailand the person who is being consideratesocial relationship
exchange is inferior.

» Bunkhun is a form of gratitude which relates toigblkierarchy and status.

» Hai-kiad is the way to treat people gently and eetfolly by avoiding
confrontation and criticism of others (Thanasarfi)?2).

* Name-jai is love and kindness to others without exipg anything in return.

» Hen-jai means sympathy, other-reflection (as opgéseself-reflection) and
willingness to listen and Sam-ruamrelates to setft®! (similar to the British
‘stiff upper lip’) (Thanasankit, 2002; Andrews &eBigthai, 2009). | used
these as keywords related to Thai values to category data.
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Figure 8.6: Spiritual values
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In relation to positive acting, these interviewults support the literature concerning
Thai culture. First of all, we need to understamelingredients of Thai culture and
values. Thai values such as sam-ruam, kreng-jajeja ‘keep it inside’ (implying

the control of a superior) and nam-jai are constarhphasised in the findings.

The striking qualities where culture commonly pRoestraints on expression
in public are specifically observable in Thai cuttuln the airline industry,

new C/As are trained to be not only attentive @rtpassengers’ impulses, but
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also to quickly resolve an altercation that mayakse into a conspicuous and

audible incident. (Interviewee 11)

Jai-yen is having a cool heart and considering ypour emotions. Nam-jai is love
and kindness to others without expecting anythingeturn. Another finding about
Thai values is the giving of respect(hi-kiat). ThEslso implied in the Thai word
‘kreng-jai’, which is usually interpreted as ‘coderation’ (Cooper, 2005). Thai
people are considerate in their feelings and adest behaviour to live peacefully
with others: ‘Thais commonly place restraints opressions of emotion in public,
because since childhood the entire Thai populage baen nurtured to restrain their

angry emotions and show the “happy face™ (Intamge 12). In Thailand a person
will consider themselves inferior in any sociaktenship. This has a lot of
implications within the hierarchical Thai systengaeding status and respect (Cooper,

2005).

It is noticeable that these words mainly startrat with ‘jai’, which means ‘heart’ in
Thai. This is a very important point, because plies that doing things from the
heart is important to Thai values and also refléodsspiritual way of living.
Moreover, my interview findings reveal that chaeadtaits and job characteristics
seem to be related, especially in the context oiasmteraction. With the growing
concern for controlling impressions, self-preseatabecomes a self-conscious
decision (Baumeister et al., 2003). Therefore ¢nmt'authenticity’ can be analysed
as a key element of the interaction, called ‘freedd action’ (Heidegger, 2000). The
majority of respondents demonstrate the charatitarisf an authentic person
understood as someone who takes responsibilitiydely chosen actions, which
represent an internal standard of the self. Antlaero level, cultural consequences
arise from social structures and social practiPesple tend to look outward towards
their peers, and upward towards authorities, imseof conducting their lives, and
this is applied at the micro level in an organmatiThe way we look at the world has
implications for our relationships (Nisbett, 2004% Nisbett shows, the way people
look at their peers and the people around thentate more informality in their
relationships. The interview data reveals a relktitvperspective, where the mind
concept has shifted from the external to the irierelationship. This is linked to

sincerity or authenticity, where personal relatfops create positive reactions from
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passengers. ‘If C/As communicate with senior peopleassengers, we retain our

frustrations inside, in order to comply with a slenpequest’ (Interviewee 2).

Thai values: jai-yen/sam-ruam

In Thailand, jai-yen/sam-ruam means ‘calmnessTHailand, the majority of people
are Theravada Buddhists. Jai-yen is the way todawopleasant situations. As
Buddhists, people try to avoid a confrontationgrapch. As Thais, they do not show
strong emotions in public. Anger is considereddadhd manners, and there is an
effect of loss of face, which is an Asian dynaniicmy findings, these keywords
represent internalisation and self-control. Theseuaiversal characteristics and can
be applied to other nationalities where people fzspiritual belief in love and
kindness. This can be adapted to organisationsthéngignificant Thai phrase is
‘mai-pen-rai’, meaning ‘never mind’, ‘let it go’.his also relates to the Buddhist way
of letting things go, as a central Buddhist congégpincertainty.

Another key point from my findings is female gendkaracteristics which are soft
and gentle, including conformity, compliance anduming. It can clearly be seen that
many of the respondents (such as respondent nurhlberd and 4 to 8)agreed that
this traditional gender role could reduce confli&. change a serious situation into a
less serious one) and dissatisfaction (negativnfss. Moreover, the majority of
respondents agreed that positive reactions becam&uaal response. Positive
reactions can be separated into positive intenagtfoharm, gentleness, showing care)
and positive non-verbal communication (smiling).i8gysorry’ and ‘thank you’
appropriately, keeping negative feelings insidenplying with requests, treating
passengers well to make them feel better or to @igeod first impression, and
listening to passengers’ problems are all parhefstrategy to reduce conflict and
lessen troublesome situations. Self-identificat®related to positive reactions and
positive thinking. At the macro level, self-idemtdtion can be formed by the social
norms, beliefs and values of national elites imantry where the influence of the
social norm is important. This can be referredtg@ographic thought (Nisbett,

2004) where attention is paid to the influenceeéng and the environment. Therefore
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one’s self-presentation is influenced by theseofaatvithin the characteristics of the

job, including female characteristics.

Thai people smile easily. For me | think Thai chasrgentleness. | had never
realised this until | started work and comparedway to other countries.
Thai characteristics are gentler than others. @utlgness, nice and soft, is
better than others. The soft touch of the Thaketter. At first, | didn’t know
that. But now | am flying with a Chinese or Koreairine, | can feel that we

are different from others. (Interviewee 8)

The results also support gender-specific literasuiggesting that women are more
expected to be front-line service providers whapsupthe customer, and real-life
customer experiences appear to confirm that gestdezotypes are integrated into
customer expectations regarding good service (H883). Women are socialised into
making the most of the interpersonal aspects of teationships, thereby
contributing an important part of the process (8asgn,2006). The results also
support the theory that Asian cultures usually @laastrictions on expressing
emotions in public (Argyly, 2011). As a result, teriety of satisfactory emotional
displays might be considerably smaller in AsiamthreWestern workplaces. On the
other hand, the degree of difference in gendesrateong cultures could account for
any gender-based differences. Positive expressi@anmfluenced by people’s
personalities and self-concepts, their goals, ithh@tson and the audiencBaumeister,
2012). Compared with the male gender, positive expoassare more expected from
the female gender, as these imply a soft side gflsas being expected by being
embedded in company policy. At the same time, @igeslemeanour as part of one’s
self-presentation can elicit a positive reactianfrthe audience. A positive
expression, in this case surface acting, is infteerby a combination of cabin
crewmembers’ personalities (the traditional gemdis) and their goals, i.e. extrinsic
rewards (opportunities to see different cultures mateive free plane tickets).
However, the situations vary in terms of place tamé, and include passengers from
different cultures. Most of the interview responidesupported viewpoints derived
from ancient philosophy, such as the notion ofttin@ opposite forces of Yin and
Yang as well as the Buddhist teaching that a negagiaction can be decreased by
positive reinforcement. This process of changecdsi$ed on balance and harmony.

As a result, Thai values promote positive intemgirelated to an acquiescent style
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and to the social construct and long-establishetkgys of social interaction and

communication.

However, there is a weak point in Thai valueshay targuably imply a passive
personality under the control of an authoritarisanagement style. The acquiescent
style obviously means that one is easily controNelich in turn can be a good point
in terms of management in the organisation. Theltesf my research might support
Tyler and Abbott’s (1998) theory of panoptic marageat, where managerial power
ties in with employees’ beliefs and creates behaailoconformity. Another factor in
the traditional gender role is that it might contaniversal characteristics, as it is a
reflection of female characteristics around thelekoknother major issue that cabin
crew have to deal with is flight delays. This isearf the main topics when cabin crew
interact with passengers. However, during my olsems there was no incident
where any aggression or conflict from passengerseaPassengers saw our delay as
just a result of circumstances, as could be sedghébgpplause given for the captain
and crew on landing:

Once the plane had landed, there was a big clap fassengers at the back.
After the aircraft was properly parked, the cabieme gave priority to
Business Class passengers disembarking, then Ego@itarss. There were
cabin crew standing at the front door to say goedhging Thai posture

(sawasdee) and smiling at all of us. (Observationdon—-Bangkok)

Applause from the passengers implied gratitude feafe landing by the captain. The
farewell, using ‘sawasdee’, would be the last thpagsengers would see on
disembarking the aircraft. Again, smiling was engbed as the last impression.
These impressions of smiling softness and gentéewesild influence passengers to
return and use the service again. On the flighhfBangkok to London an emphasis
on safety was demonstrated through the safety anweowents. During the serving of
food etc., an emphasis on Thai culture was madeigiir the video Thai hospitality
was illustrated throughout the media presentatidngng which welcome drinks
were served, showing the hospitality of the pedptesitive reactions reflected the
positive feelings engendered, including first ingsiens (Hanson, 2012). Other

interesting issues were the examples of Thai cikund heritage provided along with
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the friendly welcome: ‘Where on earth you can fivappiness, happiness in a friendly
welcome, happiness in a cultural heritage...” (Obsion).

An emphasis on individuals in terms of traditiogahder roles was seen frequently
during the flight. As soon as there was a request fa passenger, the first action of
the cabin crew towards the passenger was to lggtefully, which gave the
implication of respect. Gestures, facial expressi@mmd smiling all encouraged a
positive reaction. This was a reflection of thelitianal gender role which was also
categorised in the semi-structured interviews. ddta shows the kindness (self-
possession) which is one of the Thai cabin crewaracteristics. Observational data
reinforced the findings of the semi-structured iviE@ws in terms of defining

traditional gender roles:

For me, | think it is hospitality. The kindnessttigdisplayed by every Thai
C/A is usually much more than what is required, Wwatcare and are
concerned about them. Such as if they get on treeple know that they
might feel lonely and they need us to take carthei. And when we do it,

the reaction would be positive. (Interviewee 3)
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National culture and company policy
Figure 8.7outlines my analysis of the company polic

Figure 8.7: Company policy analysis

\ Com passion
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The interview question about how company policates to positive feelings and
self-reflection within the cabin crew service retkethe behavioural factor established
in the secondary data analysis (company policy¥ @nswers the question of how
behaviour and conduct-based policy relate to aistamgly positive attitude and
positive self-reflection (individual self-constri@iganisational perspective).
Employees’ opinions on this issue are reflectethfeopractical point of view in the

following circumstances:

1) Positive feeling and self-reflection, emphasiseddmpany policy, come
from religious beliefs and values; or
2) The individual perception of cabin crewmembersosiposed of being

positive and self-reflective to others, due togielis background, where this
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has been taught as a right. This is emphasiseldebyecondary data (i.e. the

passenger service manual).

The sense of unity, positive thinking and selfeefion comes from the training.
Evidence of the sense of unity is seen in the ¢ivgnbehaviour of the cabin crew.
One interviewee explained that they all have meggether because they are on the
same plane, all sleep in the same hotel, and évikeyi should die in a crash, they
will die together because they are on the sameeplan they feel they should care for
each other, because being selfish will not makéhamy better. Some respondents
believe that this is important, and therefore thepany has taken these issues into
account as a first priority, reinforcing them fregtly even when time is short, to
instil a sense of unity, which leads to good teankwib the work itself is not just
finished once the flight is over, but other cahieve can assist colleagues, which is
considered helpful in creating good relationshijthiw the team. These three factors
—the sense of unity within the team, positive timgkand self-reflection —can all help
with passenger satisfaction, and are indeed raiatbby company policy and

training.

In relation to passenger satisfaction, the compdsry emphasises that the passenger
is always right, so whatever they want, they wat.grhe company try to focus on the
truth that if there were no passengers, there woeldo cabin crew either. Moreover,
there is also direct input from a supervisory lesekth as the purser, before the flight,
in order to emphasise the need for passengerasdiasi, and for sympathy and self-
reflection from the crew. In relation to positiveriking and self-reflection, some of
the respondents agreed that positive thinking cbeld to maintain passenger
satisfaction, not only in the airline industry, lalgo in other organisations: ‘As a
significant measure, our company policy is to beotled to our passengers, in
entertaining their desires and comforts in a saft gentle manner, which is also an

optimistic reflection of the Thai C/A personalifffhterviewee 11).

Internalisation is the core issue of company polegarding positive feelings towards
passengers (see Figure8.7). The company inclugemttne training from the outset.
‘The passenger is always right’ is emphasisedercttmpany policy for cabin crew
conduct. Assisting passengers as much as they aareiof the core demands on

employees. My findings suggest that internalisatisach as compassion, positive
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thinking and awareness should be put into pragtievery organisation where HR is
a factor. An issue to consider is how to maintaisifve thinking and increase it in
the group. People should have positive goals améhtiention to be positive. In Asian
countries, group work particularly influences pedpbehaviour and interactions.
Self-reflection is also emphasised through theningi. One should treat others as one
would like to be treated oneself, unless theresguation where cabin crew are
treated badly, such as being verbally abused eivieg negative non-verbal
communication from passengers. In these caseswarg be a thinking point in the
crew'’s strategic interaction as to whether theyusth&eep things ‘inside’ or report
the matter to a higher level. Nevertheless, myltestiow that a consistency of
positive attitude and self-reflection can be pt ipractice. These are strengths in
terms of both spirituality and self-reflection, ag@ needed due to the nature of the

job (i.e. it is about interaction with others).

Yes, positive thinking and self-reflection have mégught since we did our
training. If we would like people to do somethimy tis, we have to offer
them something first. It's about getting treateel Way we treat the
passengers. This is one of the lessons that harethaght from the

beginning. (Interviewee 16)

The interview question on company policy and hois related to the Thai CA
personality reflects how the company has drawrctre values from the Thai
personality and put them authentically into actidance the core policy is already
tied in with individual characteristics. My inteew results showed that the majority
of respondents agreed that the company emphasiBeg and regulations, whereas
the policy itself emphasises the ‘Thai touch’. Aaling to the interviewees, the ‘Thai
touch’ has been created as a new policy withinl&ydt is concerned with Thai
identity and Thai culture, and is shown to passengden greeting them (wai),
because ‘wai’ signifies a greeting from the heainis non-verbal communication
(wai) is thought to show respect. The lower thedhg@es down to meet the thumbs,
pressing the palms together and holding the fingpvgards, the more respect it
shows towards the recipient. This gesture, accoragamith a smile and a soft
manner, has been seen to be another core issampaay policy. The results can
provide a subconscious message to other natigsaiititerms of positive non-verbal

communication and respect for others. These firglarg in line with work presented
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by Gudykunst (1995), who devised a theory of thgsaa which apprehension and
uncertainty manipulate communication with strangeah within and between
cultures. He proposes that under conditions ofi@sed uncertainty avoidance, a
greater formality towards strangers occurs. Myifigd, drawn from the interview
responses, show that the company is trying to esighahe soft and gentle side
which is a part of the Thai touch. All the gestumsch as not lifting things over
people’s heads, show Thai manners as well as theltvais behave and their gentle
communication. In terms of personal appearancee thee a lot of regulations
detailing cabin crews’ personality, uniform andoso Cabin crew should look neat

and tidy.

Now they are much concerned with the Thai touch¢ckvis soft and gentle.
Behaviour like putting things across people’s haagsohibited, and using
feet to point is considered bad manners. In a gootety we need good
manners, the way we behave, the way we talk sHmiltice and soft.

(Interviewee 4)

The context of positive thinking and self-reflecticomes from ancient philosophy,
where the balance of life and harmony with natueseanbedded in the social
conscience (Nisbett, 2004).In the same contex@&tnezs can be resolved by
positives. Opposites, contradictions, change affdrdnt cycles were understood
through an appreciation of nature, the rural lifie gimplicity, giving meaning to the
universe through the links between nature and hwaffairs (Nisbett, 2004).The
conceptual framework represents these core vafugsngpany policy, although
individual characteristics are also taken into aotoThis company policy is based on
ancient philosophy, where social recognition is edd®d, as shown in the example
above. The effectiveness of employees’ behaviaiexplained by this interviewee, is
reinforced by a company policy underpinned by amaghilosophy and embedded in

social recognition.

Definitely, this is the basic idea of cabin crewairting, from when the
company started business until | started work. Thike core of having
positive feelings towards passengers. Passengesedveays right, and
whatever they want they will get. It doesn’t mehattwe have to offer

everything they want, but it means we can offespagers certain things up to
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a certain level, such as cars, money etc., we garétthem. But if they want

anything within our capability, we will offer it tthem. (Interviewee 8)

The interview results indicate a consistency ofitpasself-presentation relevant to
the existing concept of the self in various sitoia$i, such as relating to passengers and
different cultures. This is due to the consistenpbkasis of both policy and individual
characteristics. Furthermore, an emphasis of theypitat is embedded in the
company ethos is the ‘Thai touch’, where non-vedemhmunication is seen as an
important factor i.e. smiling, courtesy, making ggEsgers feel that they are important,
taking good care of passengers (hospitality) anndaging no to queries immediately.
The Thai touch has been divided into seven categavhere positive reactions
emphasise individuals’ characteristics. When tlokvidual’s characteristics and self-
concept are reinforced through the daily routines phe company’s reinforcement,
positive reactions can be seen in the performant®mes, leading to passenger

satisfaction.
Positive thinking, self-reflection and the individhl

The self-reflection we practise leads to sympatmyothers, for which there is
no word in the English dictionary. Foreigners (@ng) do not understand the
word ‘nam-jai’ (sympathy). They would think thatrspathy alone is enough,
and you don’t have to offer more than this, butweaild feel that it's not
enough. We feel we should give more. Anything we @a to help, we should,
whilst not expecting anything in return. This ig @inai kindness, which is
different from the Japanese way of being consideshbthers’ feelings. The
Japanese are under pressure not to express fedimggsdo things in
accordance with duty, in the manner of their sgciahd do not express their
emotions. But we have this thing called Thai chaang a sincere smile. One
other asset we have is that we easily forget djgasily forgive, even if we
feel very angry at the time. If the other side lin&eels satisfied, we feel
happy again. If they don't feel angry anymore, weglad. We are not easily
offended. This is one of the points that passenderswe smile and are
cheerful, even if we do not speak good Englislwasave this strength,

which is Thai charm. (Interviewee 10)
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These interviews demonstrate the manner in whighl@rees use positive attitudes
and self-reflection, as laid out in company poliagd apply them to conduct and
behaviour in the work situation and in their workagtices. Obviously, a positive
attitude and positive self-reflection are the opfessof a negative attitude and
negative self-concept. From an Asian point of vipeopple have both a dark side and
a bright side, positive and negative; thereforecthigses of conflict can be reduced

through harmony.

| think self-reflection helps us to treat othersasswould like them to treat us.
Understanding that people are more than just pagiisgomers.
Understanding that a passenger might be a sonughtier who has just left
home, leaving his/her family for the first time.e8®y more than what is just

on the surface. (Interviewee 16)

The nature of an airline business is mostly corexrmith interactions between
people. The individual’'s competency is an imporfactor in fulfilling passengers’
satisfaction needs. Behaviour and conduct have éegrhasised by respondents as
important in terms of positive reactions. Therefaraining in these areas is provided
from the outset, and emphasised again before astiartis. The limitations of offering
this kind of service should be considered in consparwith other airlines, due to the
company’s emphasis on excellent service. This wgtdeding is consistently
reiterated by the leadership. The Thai touch is almphasised by the service
industry. The definition of the Thai touch from tbempany point of view is:
gentleness and softness; making passengers fe¢hdélysare important; taking good
care of passengers (hospitality); not refusingss@ager’s request straight away or
saying no immediately. These positive reactionsanbedded in cabin crew
behaviour. The belief that two opposite forces iegtuce role conflict has been
applied. If passengers display negative reacticaisin crew can deflect those
reactions with positive ones. This can reduce éviamse negative feelings. Good
performance and good appearance become secondargl i2cognition and
identification have been emphasised within eacltfan of the airline sector. This
can clearly be seen in the historical cognitivekigaound, where social harmony is
essential, and enables the crew to be aware tlasibreships are a vital part of social

interaction.
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If you met cabin crew who were not smiling, whatulgbyou feel? You would
not feel satisfied, would you? It creates a confliom the beginning, even
before any conversation. The first feeling woulddissatisfaction because
you would feel unwelcome. It is very important &elp our feelings to
ourselves and conceal our dissatisfaction. Evareiface a situation that is
not good at all, we have to keep it inside. Obvipu$there is a very badly
behaved passenger we can report him/her to the Wessnust not express
any negative emotion in the first place, becausieely see smiling faces,
passengers feel more satisfied. Some people arg énge are not smiling,
and they may try to find the reason. They wouldfaskhis and that. Hmm,

they just want us to be friendly to them. (Intevwe= 8)
Another example:

Actually, it's not difficult to impress at all. Setimes when we talk to people,
it starts a relationship. It makes them feel good therefore they will be in a
good mood. They will be considerate of one anothieelings. Or we offer
them as much as we can, especially on Indian flighich as a can of Coke, or
we ask them if they would like some more. Theyuwmeally very

pleased.(Interviewee 10)

When private cognition, under the aegis of autleégtand relativism, is emphasised
by social cognition, which is structured by culiuwansequences, then interaction can
become positive. My results suggest that consceassand positive interaction can
be applied to practice regarding the time dimenaiwth the dynamic environment. An
explanation of time dimensions will follow laterh@ following section will discuss
gender and cultural issues which reflect traditiqygander roles, positive acting and

Asian culture.

According to the semi-structured interviews, onéhef company regulations is not to
display any negative responses to passengers fr@start. Cabin crew are trained to
be calm and patient. Therefore, an important fafciothe company is recruitment
and selection, where candidates are screenedms w&frtheir personality, i.e. non-
aggressive features, patience, positive thinkirdytha understanding of others, which
all have to come from within. Once a cabin crewmentias received training, they

will learn more with experience. In terms of traigj the results show that it is
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important to learn how to keep feelings insidethésis considered to be very
important within the service industry. This shobkla part of primary training.
Moreover, learning how to create a positive feelangd learning to forgive and
forget, including showing kindness to passengexs,th be considered important.
Another reason for considering how important pageenare is that cabin crew will
get a higher salary for a more excellent servitan@rdisation has been set up by
regulations. Tests are carried out before candidate selected. The committee
considers all the criteria as to whether the caatdiglare suitable for the service
industry or not. However, some respondents beli¢haticabin crewmembers could
reveal their internal feelings as long as it did exceed the company’s boundaries.
These respondents believed that company policyitagl§ a boundary that helped the
employee to follow the task and achieve the goallohg as it does not overstep this

boundary, staff can reveal their deep acting (gad them).

To summarise, what crew members feel and how tbagt depends on individual
characteristics and company policy. As far as comsolicy is concerned, my
interview respondents generally agreed that itdbalve an effect regarding both
deep and surface acting. It appears that theyJeelieat the theme ‘the customer is
always right’ is a major factor in the airline sera; The company always emphasises
that passengers are ‘the boss’ and staff shouldayoho to them: ‘In addition, we
maintain that our passengers are always rightwdradever they require, we will

attempt to obtain it for them’(Interviewee 4).

Some of the interview responses reflect psychofddactors of individual self-
control, underpinned by ‘keeping feelings insiddie ability to relate to others can
be put into practice in this way. Half the resparndeagreed that cabin crew are able
to ignore what they feel inside. This has to beaegd with a positive presentation
which is a result of keeping feelings within. Howevit is sometimes difficult to
control feelings and not express negative emotidfith the company policy
emphasising ‘the passengers are always right’ noaiew would be wrong to show
any kind of negative emotion towards passengergh&best solution is trying to
resolve any problems quickly. A quarter of respantslgienerally agreed that
company policy could have an effect regarding llgtbp and surface acting. My
results show that during their first year in thik,joabin crew members do not have

enough experience to be able to react immediatélg.basic training helps staff to
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learn how to resolve a problem when passengersrayg or frustrated, and what the
strategic reaction should be. However, it becomste g¢lear that it is not only in
theory that work strategies can be learnt. Cal#wanust learn how to deal with
certain practical situations too, and thus gaireeiemce for the future. They learn
from dealing with different kinds of passengers anihg different tactics for
different cultures, and there is not a formuladibofv, as this is real life: ‘Passengers
are always right. If we realise that, we will trydvoid conflict as much as we can. If
there is any problem, it would be a big issue farkor myself, | will always keep

things inside. When | feel angry, | won't exprets¢lnterviewee 1).

Being calm and friendly includes smiling. The whgtt Thai women smile is
different from other women in other countribgcause it comes from the
inside, and the major difference is that we underdt or try to understandd
Thai cabin crewmember tries to be understandingastengers on board. If
passengers want something, we will offer it to th@vie would notice if
something was wrong. It is assumed that othemaslido not have this.

(Interviewee 10)

One of the key issues revealed was positive nobav&@ mmunication, which can be
investigated through observation. On the other hesgiving an opinion from an
interview is also crucial, as it reflects individsalf-control, whereas positive non-
verbal communication is already a part of positnteraction. Questions about
matters such as how non-verbal communication liokself-presentation were put to
the interviewees. The results show that non-vesbaimunication is very important.
Negative facial communication, such as cold eyess siiff face, can play a part in
passenger dissatisfaction. It is necessary to awoddnceal dissatisfaction as it can
be the beginning of conflict, and it is facial eggsions that are easily noticed. Some
cabin crew felt that this was important for intdraes between people from different
countries. These responses indicate that conflictresult from first impressions,
such as positive or negative non-verbal commurinaflhis can create
dissatisfaction as passengers feel unwelcome, wichviously an important issue.
Positive non-verbal communication such as a smftwog can create a positive first
impression for passengers, as can the crew baerglfy and showing the personal

touch.

202



This is very important. If you meet a cabin crewrbemwho shows an
unhappy face, how do you feel? You would feel disad, wouldn’t you? It
could start a conflict even with no conversatioalatThe first impression is
dissatisfaction and passengers would feel unwelcdeehave to keep our
feelings inside, conceal our dissatisfaction eVevei feel unhappy or
unimpressed by passengers who react negatively. e have to keep it
inside. Obviously, if there is misconduct from aganger, in some cases it
could be over the limit, and you should repor¥iu do not have to express
negative emotion in the first place. If people aesniling face, they feel
happier. Some people feel upset if we are not sgyiand they could try to
create a problem for us. They may ask for moreisemhan usual. Hmm, they

just want us to be friendly. (Interviewee 10)

This semi-structured interview extract shows that-merbal communication is an
important part of cabin crew interaction. The Ttmaich, such as pleasant facial
expressions and smiling, implies care and condéris. is related to emotional
expressions when dealing with others. A feelingark for others and self-reflection
produces positive self-control. An emotional expre@s is a communication between
internal and external intentions, but how can igbauine? If the internal and external
intentions are both positive, the evoked responsghters will be positive. A neutral
process would imply inner experiences which arentbren in the national culture and
become positive non-verbal communication, as inl&hd being ‘a land of smiles’.
The interview results show that positive non-vedmahmunication, as a part of
company policy, is called ‘the Thai touch’. Howeyv@rterms of communication
style, everything depends on social context. Is tlaise, it is a context in which the
power distance between cabin crew and passenganglbas that between cabin
crew and the organisation, is a legitimate poweenelteward power and legitimate
power are an important part of the social contiéitreover, a person’s inner self,
governed by the norms of their national culturé@&s cabin crew interactions. This
might also be a result of the motivations and val&nforced within the cabin crew’s
work environment. This will be explained furthertire section on motivation.
Culture plays an active role in the use of emotiexaressions, and this is the norm
in any pattern of non-verbal behaviour.
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According to the observational data, the first tieacthat passengers experience once
on board makes the first impression. The positaetions discussed above reveal
this to be friendliness. As already mentioned, blatiguage has much to say about
human interactions in commercial contact situatigdbrecht & Zemke, 1990).

Smiling faces reflect the Thai national culture {@an, 2001). The traditional Thai
way of greeting, which includes bowing, impliespest. These expressions of

respect, friendliness and warmth can make a bigagsgion on passengers.

Once you step onto the plane, there are two cabimmmembers greeting
passengers with a smile and wearing traditional Gloghes, made of silk.
Their first greeting is a smile and ‘wai’, whichttse traditional Thai greeting.
The hands are put together and one bows with regpace | see a warm

welcome and a smiling face, | smile back. (Obsémat.ondon—-Bangkok)

This suggests that positive non-verbal communioagmne of the most crucial
factors in conflict reduction. First impressions d lasting. The traditional greeting
(‘wai’) represents the power or legitimate powepagsengers in relation to the cabin
crew. Alternatively, it shows respect towards thsgengers (Carlzon, 2001).The
suggestion is that a repetition of positive norbatcommunication implies respect
(bowing) and friendliness (smiling) (Ajahn, 2014he way staff smile, even with
their eyes, shows the authenticity of the traddiagender role. Therefore listening to
passengers demonstrates an Asian cultural chastictewhere people keep feelings
inside and listen to others instead. This canrdesti to the conceptual framework, as
non-verbal communication is a part of individuatiag that is emphasised by
company policy, and by individuals themselves. lremnore, cabin crew-passenger
interaction implies legitimate power, where an@tsuch as bowing (implying

respect) is a way to reduce any conflict.

According to my interview results, informal commecatiion with passengers whilst
serving is helpful in order to create a personatko If cabin crewmembers are able
to do this naturally, it means a more pleasantrjeurfor both passengers and cabin
crew. Informal communication is needed, i.e. askiagsengers whether they are
going on holiday or on a business trip, and thikés‘extra touch’. However, it has to
be understood that if a flight is fully booked ahé cabin crew have a lot of work to

do, they may not have the time to give this perstmech. Nevertheless, that ‘extra
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touch’ will always create higher passenger satigfac‘The most significant policy

of my company is focused upon “Thai touch”; in othw@rds, how does our company
convey these simple traditions to our passengec$, as the Thai greeting (wai),
which, if sincerely imparted, delineates a welcarpressed from the heart of each
Thai C/A?’(Interviewee 10).

As a result of the national culture, it is the ndonindividuals to respect others,
especially people whom they see as important. Aghis implies legitimate power
behind the scenes, where cabin crewmembers vagisepgers as important people
whom they have to respect, in terms of their scamal cultural beliefs. As the slogans
confirm, ‘People make the difference... People arenoost important resource...
The frontline people are really the ones who makenbreak us’(Albrecht& Zemke,
1990, p.37). It can clearly be seen that individiiedtegic interaction is an important
resource in any service industry. In this casdaseracting needs to include positive
non-verbal communication, the extra touch (perstmath) and also a good
appearance. Peters and Waterman (2012) point @atticial importance of staying
close to customers. By this they mean learningtimiate detail what really counts
for passengers. Some of the most dismal failuresg#nisations can be traced to
losing contact with customers at a time when custshmeeds and motivation were
changing (Peters & Waterman, 2012). On the Bangkokeon flight | observed that
individual interaction was used as a strategic ganon-verbal communication. A
warm smile, softness and gentleness, and the Téeiigg all encouraged positive

interpersonal reaction:

All cabin crew wore Thai dresses which were madefiThai silk. They all
had smiles on their faces and greeted passengtrs fraditional Thai way,
which is called ‘wai’. Their make-up gave them afpssional appearance,
and matched their dresses. Their posture as théyrped the Thai greeting
was soft and gentle, including the warmth of tiseniles. (Observation,
Bangkok—London)

Part of all cabin crewmembers’ skill is the uséamiguage, and in this case English
was not their native language. There is theretoegobssibility that non-verbal
communication has to be implemented much moretdarao allow better

understanding between cabin crew and passengersoMar, the respondents agreed
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that verbal communication, e.g. speaking gentlyla¢oeduce role conflict to a
certain degree, as could the use of non-verbal aomwation, e.g. a friendly smile,
which is equally important. So it can be seen tiwdlh verbal and non-verbal
communication can bring about the reduction of oaeflict with passengers. An
example of this is that anger might be exacerbihteke were to try to solve a
problem by using anger in return, so crew haveénib & way round it by using
positive non-verbal communication to calm the sitra Here a smile can help.
Compromise and common sense give the ability tibelxéle in certain situations,

which can lead to the solution of problems.

| think it helps directly. If passengers are angmngl we respond aggressively,
the argument will be never ending. We need to Ineesme who speaks nice
and softly. This will make passengers feel a lémnea and they will be able to
communicate. We can show our Thai characteristiesare not serious. We

always smile, which is usually helpful. (Interviesv)

Reflection on and discussion of internalisation

Positive thinking and self-reflection apply to imtalisation. Internalisations that
people carry within have an effect on their attahd behaviour — in this case, as my
results show, this can be emphasised through compality, and by the cabin crew
themselves due to their religious beliefs. On tteiohand, positive thinking and self-
reflection (treating people the way we would wikbrh to treat us) can be universal.
It can also be adopted by both genders and by @yanisation. However, when cabin
crew regularly face depressing situations sucheasyhworkloads, complaints and so
forth, can positive thinking and self-reflectioiildie achieved? The answer goes
back to the ‘time’ dynamic and the nature of tHe jas Becker (2000) says, customer
roles and expectations are based on service rgcoMeis means action designed and
implemented to alter the negative perceptions sfatisfied customers. This will
involve a real-time context of service provisiondainforeseen or uncontrollable
external factors. Positive thinking and self-refilec can be used to redeem a difficult
situation. It is noted that Yin-Yang has been usdtiis situation. A negative reaction

has been replaced by a positive one.
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Cultural and collectivistic characteristics

In relation to previous research, keeping thing&ie is one of the major criteria
which identify a collectivistic culture. Extrapoiag from my research results, the
good points of Asian culture, where restraintscam@amonly placed on expressions of
emotions in public, could be applied to other irtdas where there is a similar
organisational culture. The majority of my respamdeagreed that Asian culture
(keeping things inside) is appropriate to this kifigob. Not expressing
dissatisfaction can reduce arguments. However,ikgepings inside can be seen as
both a strength and a weakness. My results shavasha strength it is considered to
be appropriate for this kind of job, since it igtbeto apologise to passengers in the
first place. Occasionally, in certain situationattplace pressure on any member of
the cabin crew, such as sexual harassment, thiddshe reported to a superior, not
kept inside. The best thing is to try not to antage passengers by showing any kind
of negative expression or dissatisfaction. The tyjpgervice offered is considered to
be different from that in other services, suchessaurant work, because cabin crew
need to face so many different types of passentjdrsips to learn basic psychology
and nurturing skills, including first aid. The créaave to learn how to help

passengers, always with service in mind, and héreeneed appropriate training.

Many of my respondents agree that Asian cultureggkey thoughts inside) is
appropriate for this kind of work, due to the natof the job being concerned with
social interaction. Social harmony is a major amicghilosophy and is reflected in

human behaviour

We will attempt to avoi@ll unpleasant confrontations with our passengers. If
there is an apparent problem with a passenger itinemst have been a large
issue. For myself, | always attempt to retain nugfrated feelings inside.

When | am angry, | will not express these feelimggublic. (Interviewee 1)

As Nisbett (2004) says, the social structures @mdes of self that are characteristic of
Easterners fit hand in glove with their belief gyt and cognitive processes. The
socio-cognitive system, where Asian social striegwnd practices have a habit of
focusing on the social world and a need to attergbtial relationships, may have
extended to focus on relationships of all kindssgi¢itt, 2004). Eastern philosophy is

related to collectives — the village and the famidgsterners are less concerned with
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issues of control over others or the environmean tlvith self-control. Within social
groups, any form of confrontation is discourageathsas arguments or debates. My
interview findings support Nisbett (2004), who rgoises that Easterners’ social
structures and sense of self of fit hand in glow wheir belief systems and cognitive
processes. Again we refer back to collectivismnathin the social group, any form

of confrontation, such as an argument, is discadaghere are other theories that
support this finding, such as the social identigyary, which is concerned with well-
being within a group context, and Boyle et. al.@3bcial needs theory, which
details feelings of inclusion within larger collees. The self is related to positive
acting, where negative feelings have to be comitolMoreover, it has been identified
by my respondents that social skills are very irtgrarin this service industry: ‘Cabin
crew should have human relations such as whenlwétaassengers while we are
serving, it will be a great trip. Or asking aumtigether she is going for holiday or

she’s travelling by herself. It's called “extra i’ (Interviewee 1).

My interview results demonstrate that the competeri@daptability is identified by
the majority of respondents. Therefore, in the Agiantext, the nature of this work is
focused on teamwork, with an ancient philosophy etdled in the social context.

This fits into the culture of a job where teamwarld role interaction are important.
The relationship between need satisfaction, motivetn and reward strategy

This research looked for female work-life balannd &@s subconscious relationship to
individual need satisfaction. Thai cabin crew wharkvin a female environment tend
to balance their career, money and family so theit social and working lives can fit
in with their need satisfaction. One of my researo}ectives was to see whether
female need satisfaction, motivation and rewardctba incorporated within female
cabin crew’s overall needs satisfaction. Employa®mitment to the organisation has
to have a positive performance outcome, and thightvile valuable for other
international companies to realise when focusingheir reward strategies. The
interview questions involving reward strategy werew does ‘reward power’ relate
to the cabin crew’s work performance? What ara¢hweards and benefits for the
cabin crew, and which are their favourites? Whaliéscompany reward strategy?
These questions might lead to a better understgradireward strategy in the airline

sector. It was clear in my results that the majaftrespondents agree that rewards
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and benefits are related to work performance. Aesalt of the rewards and benefits
that the company provided for its employees, iee flight tickets and bonuses. It
appears that either the company provides good iteefit does not. What did
interview respondents say about this? They satdtieacompany provides a good
benefit and welfare system to employees. Howevatinarity thought that rewards
and benefits were not directly related to theirkvperformance. It depended on
individuals and the general cabin crew attituds#ontain a positive approach. It
appears that indirect factors, such as maturitfxcemfidence and further
development, also influence performance. The nigjofirespondents prefer to travel
around the world and see different places, whicklsted to their motivation. The
benefits they most appreciate are the free tickais. to the Thai economy, it is
difficult for middle-class people to go abroad famlidays, so getting free tickets is a
real motivation for this kind of work. Some respentts said they were happy to see
different cultures so that they could achieve atmeperception of people from
around the world. It is interesting that there @ many indirect benefits, such as
improving behaviour and conduct in one’s socia, liind improving one’s
appearance. The majority of respondents agreed ttetnk you letter from the
company or passengers could influence their matimats much as a wage increase.
However, an indirect reward strategy has also lteegn into account, i.e. the feeling
of happiness from providing passenger satisfactearning to listen to passengers

and being willing to help.
Need satisfaction

The interview questions addressed how need sditisfids related to female ego
goals, lifestyles and motivation. As mentioned befohese are related to cabin crew
performance and their motivation to maintain a gbathnce between work and
family. The respondents indicated that career ggjon was a major factor in their
need satisfaction. At the same time, the balantedsan work and family was seen to
be an important factor for half of the respondentere is a relationship between
time management and this balance between workamnilyf Other important factors
are money and travel, which can affect well-beirgy,having a comfortable life and
therefore being happy and relaxed. This may beée@ko leisure and work theory as
detailed by Guerrier and Adib (2003), as it is tsult of freedom, release and fun.
The results show that job security and extrinsicarels such as money are important
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for satisfied lives. The nature of the job mearsetis a concern about age and ill
health in terms of future employment. Extrinsic agds such as travelling can give
employees more experience, as they will gain maderstanding of human
behaviour in each country they visit. They can egmee any tourist attraction,
sample different kinds of cuisine, and see othepfes ways of life. This is different
to any other job, e.g. banking, where one is mainlycerned with money and
figures. When people become part of a cabin criegy learn many new things, get to
know more people and are able to mingle socialth wthers. These circumstances

help to create employees’ loyalty to their jobs.

In terms of our career, we can see the whole widlddysee people from
different countries and understand the behaviowach country. We are able
to see the tourist attractions, including havingdyfood, and see the way of
life of people. But the most important thing is@od salary, which makes our

lives so much better. (Interviewee 10)

As mentioned earlier, the need satisfaction fordlencabin crew is career
progression. However, career progression is basesgwiority levels, so it takes a
certain period of time to proceed to the next leVekerefore the balance of work,
money and family is shown to play an important pafemale cabin crew
satisfaction. As Murray (1938) mentions, need &atifon is related to social
motivation. The female subconscious has to contgtidan acceptance of female ego
goals and with the subconscious role of nurturehénfamily group. Thus the
relationship between personal life and job charasttes (in a nurturing environment)
is related to individual female performance. Ttas @e boiled down to personal
benefits or the extent to which it serves the pg&ssgoals and values (Schlenker,
2003).

| think it is possible to have a balance betweerkywmoney and family.
Because being cabin crew, we have to know lotsferdnt kinds of people,
so why can’t we know our family, right? How to h&adur family? How to
handle passengers? If we can handle passengecayweandle our family.
We have to know how to manage time, and how to genaany other things.

If we know how to manage the flight, we should knloeww to manage our
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family, especially because we are women. Thatrg veportant. (Interviewee
4)

Another related issue in need satisfaction is travieich is rated as an important

factor in cabin crew need satisfaction and cardbatified as an extrinsic reward.

This shows the importance of reward management in@ustry where a cross-

cultural environment is the norm. Further waysexing different cultures can be

embedded in staff cognition. Once the cognitivespective of cultural differences

has been embedded, belief systems can be create@fdifferent perspective, and

one’s self-concept will be focused on surface valles might result in a globalised

cognitive view of different cultures.

In terms of our career, we can see the whole wididdysee people from
different countries and understand the behaviowach country. We are able
to see the tourist attractions, including havingdyfood, and see the way of
life of people. But the most important thing is@od salary, which makes our

lives so much better. (Interviewee 10)

The thing is, this job gives us a lot, and it is ®ind of job that new graduates
would like to have. Firstly, they would get flyirxperience, which they
wouldn’t get from another company; we can travedgeirlots of people, go to
places that we’'ve never been to before, see otheres for the first time,
experience so many things, which is important. 8uthat is less important
than the money or the flying allowance that we @etce we gain experience,
we can improve ourselves or change in accordanitetiae experiences that
we have had. Being cabin crew, we have to haveiti@ito learn about food,
as well as how to behave, how to conduct ourselwesto think in a way that
benefits us. For instance, a new member of a aabin may not know how to
dress properly, but once they gain experience;, #pmearance changes
accordingly. Their experience could help them remubther social level. |
don’t mean high society, but | mean a society whisbws the rules and

opens new horizons. (Interviewee 8)

The economic factor is another important issueh #ie potential for financial

support for foreign holidays being seen as les®iapt. The price of a flight ticket
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and accommodation is the major problem for those wbrk in other organisations.
This could help create different values and sauains.

‘Free tickets, people love free tickets, right? fledook forward to becoming part of
a cabin crew because they would like to go abridabey were just ordinary people,
they could have difficulty travelling like this. Ware given cheap tickets and can go
to many places’ (Interviewee 1). My observatioradtandby ticket holder during the
return flight revealed the rewards and benefitefoployees, such that a ticket with
10% off is provided for all family members (i.eethall receive a 10% discounted
ticket). Another benefit of standby tickets is tgportunity upgrade to a higher class
if there are seats available. Extrinsic rewardarage the improvement of
individual performance (Fang, 2011). Effectiveligralby ticket holders get priority

in the opportunity for getting a better seat.
Lifestyle

In my research results, the majority of cabin cegreed that their lifestyle was a
relaxed one. Relaxation can be separated intoréiftdorms of recreation, e.g. going
to the cinema, shopping and exercising. Howevernthjority of the respondents
preferred to stay at home with their families,ustjto be at home reading or having a
rest. This might be the result of the accumulatbjet lag, lack of oxygen and/or
tiredness, which can affect health. On this batstsin be concluded that the priorities
of the cabin crew lifestyle can be separated iataxation and recreation/spending

time with the family.
Motivation

The majority of respondents saw travelling as drtb&r main motives for becoming
a cabin crewmember. ‘Travelling is an experieneg th unique, and this job provides
it.(Interviewee no.1)’ Travelling widens peopleXperience; the majority of the
respondents agreed that travelling influenced theiceptions, through their seeing
different cultures and experiencing different pioethe world. There is no doubt
that many of the respondents thought this was threem job, and "had done so since
they were young. It still is the dream job of mamymen, considering the salary they
receive(equivalent to a management salary) anthtiehat it has a higher social

position than other, more routine jobs or thoséfiked hours. Some respondents
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relate their motivation to environmental or famitfluences, such as having a relative
who works for the airline industry, or its perceptias very popular in comparison
with other jobs. A high proportion of respondemidicated travelling as their
motivation for being part of a cabin crew. As meng&d before, travelling can widen
one’s personal vision and experience. Culturakddfices can also influence one’s
self-concept. Once the concept of others has dhifiied routine behaviour and
performance are established, both in an individuék and in their social life, any
negative concept of certain cultures can be elitethaAlthough certain contexts and
groups of people may not have the same valuesgaohisl still become a significant
cross-cultural cognitive revolution, with the rigithing and adaptability to
circumstances. Another factor in motivation is itféuence of social norms: people
believe this is a dream job for young graduates)mared with other occupations
requiring the same degree and offering the samie bakary. The difference is in
terms of flying allowances and travel abroad, whach the dominant factors for
young graduates who want to explore the world ard enoney at the same time.
This dimension reflects an important motive for g for this work. The motive is
to benefit the self. This is an important factobme’s approach to oneself in a cross-
cultural dimension, as both the private and thdipuiature of the job are related to
the cross-cultural environment. Thus personal benafid self-authenticity might

influence conflict reduction.

It is an experience that other employees won't hiatheey are not travellers.
You can see different things, eat different foak different people, see
different places, and sometimes see places whe&hatrin a travel guide.
Sometimes we see unknown places, even in Thailghohk this is the reward

that we get.(Interviewee 10)

These findings support theories of social psychplgderived from intrinsic
motivation. This relates to behavioural outcomes we desire to connect with
others. The job itself provides high rewards andkeffitgs. Again this reflects the face
values which apply to Asian culture. Accordinghedrists such as Sheldon et al.
(2001), need constructs can create an adaptiverpehce, which leads to
adjustment and personality development. This cad e feelings of well-being. The
weakness is that it can cause one to become mareyaied and materialistic. In

any social group (in this case, cabin crew), it canse competition. In light of these
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research findings and the analysis of the seméstrad interviews, more discussion
of observational data will be provided in the neixapter. This will subsequently lead

us back to the relationship between the three ndsthad the conceptual framework.
Conclusion

This chapter has used data from both interviewsfigftl observations to examine the
nature of the airline industry, from which the séeng drawn. It seems that there is
considerable consistency in the responses of atbhbé crewmembers, which
suggests that there is an identifiable structupaegnt within the sector, with clear

evidence being obtained from the observations amd-structured interviews.

This translates into there being significant irgitcnand extrinsic motivation for cabin
crew seeking work which tends to consistently offeod salaries, rewards and
benefits, including travel around the world as vesllpsychological satisfaction,
leading to their having a commitment to their j¢§bang, 2011). According to my
observations, the aircraft environment can infléepeople’s behaviour, which can
have an effect on both cabin crew and passengkeslifitations of the aircraft can
make passengers feel a loss of control due to rfaamgrs such as safety, the seating
plan, altitude and so forth. As for cabin crew, tévesion between the flight time and
having a full complement of passengers can inflagheir behaviour and conduct.
The minimisation of conflict has to be taken int@@unt. This includes adhering to

company policy where it concerns passenger satisfac

Throughout my observations, positive non-verbal mamication was seen as the
most important factor. This included posture, sgjireetings and friendliness.
Appearance was also a part of the overall impras§tositive non-verbal
communication can have an effect on passengersessmns(Compton& Hoffman,
2013). In terms of people, the most significarditeigic interaction was the ‘extra
touch’. In my observation, that extra touch coydgls to any kind of informal
communication. This could make passengers feelieg being welcomed with

warmth and hospitality.

My main substantive findings were as follows. Catyew who were acting in an
informal manner related well to their colleagued passengers. It follows that if

cabin crew are not given adequate training, or dppdies to travel around the world
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meeting a variety of people, they may not devet@pdonfidence necessary for social
interaction. Moreover, cabin crew tended to besfiatl with their working

conditions, and this appeared to be linked to tingiividual characteristics. These
findings are supported by comments and answergattfiom semi-structured
interviews. Comparing the cabin crew’s job witheatfpbs where the controlling
factors are similar, such as hotel jobs, the ingevwesults suggest that cabin crew

respondents receive culturally generated higheargsvand benefits.

215



CHAPTER NINE
Discussion
Introduction

This chapter examines and investigates nation&tsddactors, in particular Thai
national culture, and how they affect the airlieetsr in Thailand. My research
demonstrates a variety of factors that need toobsidered in cross-cultural studies.
The study implements a broad perspective in tefrasiiture, gender and the
individual in different areas of theory and praeti@his chapter will discuss the
findings in the previous chapter, which provideduaderstanding of organisational
culture; ideal cabin crewmembers and job charastiesi traditional gender roles;
power distance; the competency of adaptabilityjtp@sverbal/non-verbal
communication; spiritual values and self- refleatimotivations and need satisfaction

of the female gender.

There are various possible reasons why this airin&s the highest in terms of
hospitality and interactions with others. One paifigy is that there is a causal
relationship between behaviour-based policy anivididal characteristics. This does
not mean that other multinational organisations lowt be able to adapt to this kind
of process. Moreover, it has been demonstratecethptoyee attitude to company
policy tends to be positive. The most favourabknsgeio is when company practices
closely mirror the model of best practice. The gaypose of this chapter is to
understand the issues involved in the organisdtignoegess connected with the
individual as a part of the national culture. Id@rto investigate these issues, the
research focuses on one single-culture study imittiae environment: the cabin
attendant sector. The research is focused on eegsdgxperiences within different
age groups, and the adaptation of behaviour to &lith a conduct-based policy. It
points to the significance of national culturallirginces at both individual and
organisational levels. The conceptual frameworls@nés the process of national and
gender-societal factors (individual output) thatédnan effect on organisational and
individual roles. The aim of the conceptual framewaising a secondary data
analysis (policy input), is to provide indicatioofsorganisational culture, focusing on
behavioural factors (i.e. positive attitude and-seflection). Additionally, the

secondary documentation also supports a consisédratvioural outcome
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(organisational) from the aircrew. All of the mdacttors mentioned are, up to a point,
mutually effective. Positive behaviours are mitraages of the interaction between
cultural-societal variables and individualised cnosgs and subconscious cognitive
processes, whereas it is conventional that a yaofetxternal moderating variables
have an effect on the dynamic environment. Prinfacyors are investigated using
assessment and analysis through a grounded appfidaststudy contributes to the
awareness of the relationship between Thai charsiits and universal human
characteristics inherent in Buddhist philosophyth&ugh the traditional gender role
is classified as a soft-side characteristic, usi@ehuman characteristics such as
kindness, compassion, sympathy, joy and serenityobaiously be practised by
either gender.

The outcome of the analysis has shown that a pedéthplementation of a universal
human characteristic can lead to a positive reisutoss-cultural management.
Moreover, the study’s contribution is to revealttiwien Asian philosophy and
Buddhism are implemented in company policy thendpit closer to the ideal of best
practice, and appear to generate a positive resdom® passengers and a good
reaction from the employees themselves. This stggest there should be
considerable company input in both theoretical radtical terms, and that the
national culture should also be taken into consitilen. The triangulation
methodology used in this single-culture study setto investigate it from three
angles: an organisational perspective, an individaespective and a practical
perspective. This allows readers to understanthihe and output of cabin crew
behaviour regarding the conceptual framework. Toimd the reader of the research

objectives, the primary and secondary objective® lieeen identified as follows.
Primary objectives

1) To investigate how company policy influences empks/ behaviour in order

to achieve Thai Airways’ corporate goals.

2) To investigate traditional Thai cultural values ayahder characteristics to
establish the extent to which Thai aircrews’ wopp@ars to be influenced by

them.
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3) To investigate the extent to which traditional Toalture impacts upon
organisational culture as expressed in expectatbmglividual and collective

conduct as manifested in company policy.
Secondary objective

4) To investigate female ego goals as subconscioakdyed to individual need
satisfaction. Thai cabin crew who work in a femaheironment tend to
achieve female ego goals by balancing their cameney and family.

Therefore their social and personal wants camft their need satisfaction.

A triangulated approach has been used in this relsé@a order to achieve both depth
and extensiveness of conceptual understandingy tisntriangulation methodology
on Thai-specific research. This research consit@rperspectives: organisational,
and individual interviews. The latter in particutarable readers to understand the
input/output of cabin crew behaviour regarding pheposed conceptual framework.
In order to illustrate the relationship betweenttigngulation methodology and the

research questions, concept mapping identifiesoflewving areas:
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Figure 9.1: Concept mapping between triangulation rethodology and research

guestions

Individual Qutputs:
Research questions
2/4

LR: Individual &
traditional female role

Company Policy:
Research questions
1/3

LR: Organisational
and Thai Airways’
culture

National Culture &
Gender:

Research questions 2/4
LR: Culture/traditional
female role

Research Method:
Content analysis

Research Method:
Semi-structured
interviews
Observation

Research Method:
Semi-structured
interviews
Content analysis

To gain a better understanding of the nature obtiganisation from this perspective,
semi-structured interviews were used, with spetigtimony related to the key issues
of timing and adaptability, plus the associatioisen cabin crew rotations and their
relevant passenger groups. An indication from tioeiigded approach showed that
time was also a key factor in this type of servitieis was due to the essentially
dynamic environment, where the job functions efiedy end as soon as the travel

rotation is finished. The concept of a limited tata is supported by secondary data.
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The secondary data makes a clear reference tdisphaies. The general principle of
this research was to understand more about hunt@madtions as interrelated with the
airline sector. Taking the job characteristics iodbmsideration helps to refine the
vision and strategic principles in both organisagicand individual situations. In
operational terms this can help to moderate théetecy for disagreement for the

duration of the travel rotation, and to assist tonfeduction.

In the next section the discussion will be outlin€his will give a better
understanding of the factors that influence emptdyehaviour and company policy,
traditional gender roles, adaptability, power dis& spirituality, self-reflection and
positive verbal and non-verbal communication, whicturn lead to an increased
understanding of how cultural variation procesge=ate in the airline environment.
To summarise, a single national culture in thaerarsector as a parochial research
project can be an example of acculturation, as deitnated through the triangulation

methodology, as follows.

Research question 1: to investigate how company poy influences employees’

behaviour in order to achieve Thai Airways’ corporae goals

Regarding company policy, the research objectite explore cabin crew behaviour,
which is embedded in company policy and could affecformance outcomes. My
research has focused on general principles, belnaaral conduct-based policy,
passenger contact, attitude, duties and respatistiilrules and regulations,
cooperation, appearance, and the emphasis of cynmadiny. | will now discuss the

points that | have discovered.

Reflection on the factors in the relationship beterethe employee and company
policy

To reflect on my research, it can be seen thafattters that influence employee
behaviour include the organisational hierarchy twedpower distance within the
organisation, involving national policy, culturalues and the consultative decision-
making style. Moreover, the female and individwaf also plays a major role in
employees’ behaviour, as well as in company polityere are also other factors that
influence company policy. These are national polsocial and cultural values, the

traditional female gender role and the nature efjdib itself.
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Figure 9.2: Relationship between company policy andmployee behaviour and
conduct

Influential factors of company policy

*National policy

»Social norms and cultural values
»Traditional female gender role

*Nature of the job (Female environmant)
»Spirituality/ internalisation

Company policy, organisational

hierarchy, and power distance

Employee behaviour and conduct

National policy

As the national airline, the company representsihgdom of Thailand in
protecting and augmenting the country’s aviatigits, and participates in
promoting and developing the tourism industry aseans of generating
additional income, both in Thai baht and foreigrrencies. The company also
encourages its human resources to acquire new akitl attain international
standards of professionalism. Thai Airways contelsuo the advancement of
all types of technology related to the world’s coemaial aviation industry.

Finally, the company aims to play a part in spregdiwareness around the

221



world of the unigueness of Thai culture, its custpand traditions.((Thai
Airways International, 2010, PSM)

From a broader perspective, the reinforcementehtitional policy to promote the
uniqueness of Thai culture makes demands on ingiidehaviour and conduct. In
the company policy it can be seen that any intemadiy employees in public view
would represent the organisation’s and governmettisnpts to promote the country
in the field of tourism, where the airline compasya major part of this service

industry. An implied national characteristic hagtéaken into account.
The influence of social and cultural values

The influence of social and cultural factors afiilegtthe policy, such as demand and
supply of the product, in this case the airlinevieer representing the national culture,
has been taken into account. Cabin crew are a iganisational resource and a
fundamental part of the service. Accordingly, sbarad cultural values are seen to
influence and to help to develop company policyiclttan lead to interaction in
cabin crew in terms of surface action. An exampleozial and cultural values being
acted out is the way in which cabin crew treat pagers. Courtesy and respect are
embedded in Thai culture (Chompookum & Derr, 20Bdthermore, it is a common
characteristic that Thai people have an abilitiggep their thoughts and feelings
inside rather than expressing them outwardly (Hokstet al., 2010). To reflect on my
research, the norms established in any given soaist affect individuals and reflect
the behaviour of the organisation. This can affieetnature of the relationship
between an individual and an organisation. AccaydinHofstede (2001), more
collectivistic societies call for a greater emotibdependence of members on their
organisations. The level of individualism or cotleism in a society will affect the
organisation’s members’ reasons for complying witanisational requirements.
However, within service industries — in this casgrees, where interaction between
cabin crew and passengers is the main focus — teegercements are also key

issues in complying with passengers’ requests.
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Reflection on the relationship between cabin crgyower distance and

authoritarian styles

The actual power index of 64 from a mean of 57 app@ Hofstede’s findings
(Hofstede, 2001, p.87). This result is supportethieycompany policy analysis in this
study that there is a high power distance in catew work in Thailand, as shown in
the hierarchy of the organisational chart. Thisliegopower, influence, authority and

responsiveness from an organisational perspective.

Hofstede'’s theory has been widely supported (Min&bal., 2012). My findings
demonstrate hierarchy within the organisation,uduig respect and making
passengers feel important. Hofstede’s theory aBisation argues that in countries
which contain a high power distance, children aq@eeted to be obedient to their
parents throughout childhood. Respect for the Biderl basic principle of good
conduct. This can be related to national cultunaracteristics, as the bases of
individuality, such as gender norms and religiae, teansferred from cultural groups
to individuals principally through socialisationrihg the early years. Moreover,
when we talk about power distance, it is obvioussiportant to consider power.
According to my findings, power directly affectethse of influence strategies, and
might affect the relationship between personalattaristics and the use of influence
strategies. By contrast, Gebaueret al. (2010) #tatedue to the service culture, there
is a lack of legitimate, coercive rewards or expemer, so staff may rely on referent
power, which means that they will tend to be sd¢gialitgoing and friendly to
customers. In terms of management implicationsctre conduct-based policy of
organisational management is separated into th@xfimlg: paternalistic management
style; traditional power related to respect, inwadpvobeying and listening to the
superior authority; and bureaucratic/vertical mamagnt control. According to Thai
Airways, this can be seen in the company policyretieere is too much hierarchy in

the organisation.

Nonetheless, my interview findings suggest that beinefits passengers, making
passengers feel that they are important, and makem feel that they are right. This
was also illustrated through the observation thatfthai traditional greeting
(bowing)expresses respect, friendliness and a waglmome: ‘Smile often. A nice

warm smile is inviting to passengers and immedyatedtils confidence in them’(Thai
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Airways International, 2010, PSM5, p.1).‘Gentlenéws&i” (greeting in Thai).The
personnel are softer than our competing airlined,stress attention to detail in

comparison to our competition’ (Interviewee 6).
Reflection on company policy and female gender role

The relationship between traditional gender rotes$ @bin crew conduct is
emphasised frequently in the company manuals. Tdjerity of reactions are related
to a positive attitude, which leads to positivemction, including self-analysis,
which implies self-reflection. An emphasis on teenhle gender role appears to
account for the first and last impressions thercabew make on passengers ‘Make
eye contact, smile in every action with passend@isplay courtesy and sincerity
without being overly attentive. Offer a sincereajineg smile, in a warm and friendly
manner. Be genuine, give a wai and personally tipaskengers. Perform

assignments in a proper manner’(Thai Airways Iraéomal, 2010, PSM, p.3).

It can clearly be seen that authenticity by its/veature must be genuine. The focus
of the policy is reinforced by positive self-reftien. This is a nod to South-East
Asian philosophy, where relativism is related te thirror image. The Asian point of
view is that one should look upwards as well asat@ls others. The Buddhist religion
is related to this philosophy. This Eastern empghssiocused on by the company
policy in terms of having a positive attitude todsieverything related to the
company itself. The idea of showing respect to istieerelated to the collectivism of

Asian culture.
Reflection on the nature of the job

The cabin crew’s job can suit a female gender mehere the nature of the job is to
engender a nurturing environment (Hochschild, 20TBg combination of the female
gender and this job characteristic was found ta key issue within the
organisational environment. My findings and polaalysis reveal three major

factors for managerial focus:
1) Emotions and attitude;
2) Practical issues such as behaviour and condudgsdand responsibilities;

3) Regularities.

224



However, my research focuses on emotions andddstuvhich can be linked to deep
and surface acting. Therefore the relationship betwpracticalities and regularities is

taken into account.
Reflection on company policy in relation to spirdlity/internalisation

These elements are used by the airline to diffextenits service quality from that of
its competitors. It is of particular interest whaabin crew make explicit reference to
Thai national identity, tradition and culture. Mover, the three elements — which are
internalisation, positive verbal/non-verbal comnuatiion and company strategy —
can be used in the airline and hospitality indudtrternalisation implies beliefs,
attitudes and values, which in turn are a reflectbspirituality, whereas positive

verbal and non-verbal communication can be addptether organisations.
Positive attitude, self-reflection and policy

‘There is a training course which teaches positimeking when handling passengers
and this reflects in real life experience as whasspngers become aggressive or
assertive, they immediately respond to our postjeroach’ (Interviewee 5).My
triangulation findings reveal that self-reflectisnconcerned with self-analysis. This
includes positive thinking and positive non-verbammunication. According to
Compton and Hoffman (2013), the supportive rolpaditive thinking is now applied
to many industries, and this can be referred tatigepsychology. Arguably,
although positive thinking and self-reflection amnsidered to be good practice, the
negative side is that they can cause depressidghdee practising them. They may
not be able to maintain positive thinking and seffection for more than a certain
period of time (Compton & Hoffman, 2013). Hencesthefers to time factors and job
characteristics, which include the job being congaevhen the flight is over. The
policy documentation provides an indication of acentration for individuals on
historical Thai beliefs and values, where socig@irapiation is immersed in
collectivistic values. If such values were taketo iaccount there could be
considerable human and financial benefits, predantly for airline organisations’
productivity and profitability. Therefore, utilisjnemployees’ behaviour efficiently,
as evidenced by the interview data, can be searr@saforcement of company policy,
as there is a basic notion of embedding socialgrtion, based in part on historical

philosophy.
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According to the secondary data, self-analysi®isetated with self-reflection, where
it acts as both a mirror of the self and a meansa&asing performance
effectiveness: ‘Staff should analyse how they appinopassengers and ask themselves
if they would wish to be treated in that manner If-8galysis is the best way to
improve our communication’(Thai Airways Internatédn2010, PSM, p.8). It can be
seen from the observational data that positive verbal communication and gentle
mannerisms are embedded in the cabin crew psydierevihe ‘extra touch’
represents an element of self-reflection. Such aadeconcern is also reflected in the
semi-structured interviews and secondary data.iMyirigs demonstrate a level of
truth in the statement that employees’ policy-bgsesitive attitude and self-
reflection are manifested in practical conduct (8dho, 2014).

In relation to this reinforcement, positive attituaind self-reflection are the opposing
force to negative attitudes and negative self-cptscd-rom an Asian sociocultural
perspective, people are thought to have both asidekand a light side, which

implies potential conflict (Sumedho, 2014). Howe\salf-reflection can be brought
into play as a conflict-reducing and harmony-insieg strategy. My research rests on
the argument that the nature of the airline busimemostly concerned with human
interaction and profit for the organisation, andivdual social competency is an
important factor in moderating passenger satisfactiloreover, the organisational
drivers of individual behaviour and conduct areanders of positive self-reaction,

and self-construal drivers of individual behaviamd conduct are enhancers of

positive self-reactiomarkus & Kitayama, 2010.

It is acknowledged that training procedures mayaadecilitators and reinforcers of
on-duty behaviour. These positive reactions areegléd in cabin crew responses.
The belief that two opposite forces can reducelmin$ applied in practice. If
passengers display a negative reaction, cabin deffect them into having a positive
reaction. This can reduce an intensely negatiiinfeand change it into a better one.
Effectively, negative passenger interaction, whegvosed to positive cabin crew

interaction, results in a positive performance onte.
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Positive verbal/non-verbal communication

Regarding positive verbal/non-verbal communicatiog,semi-structured interview
data indicates that positive behaviour is relatetthé frequency of behavioural
experience. This is where behaviour becomes aaeguokitive action, as well as a
personal characteristic governed by a time dimendibis behavioural experience
can be construed as positive interaction, basedrinon company policy
underpinning and emphasising personal charact=iatid behaviour: ‘Remember
passengers’ names during a conversation. This gieegassenger a feeling of

importance’ (Thai Airways International, 2010, PSNZ2).

There are many theories concerning verbal/ nonaledimmunication, such as that
of Freitas-Magalh&es(2009). His theory suggestsstinées replicate positive surface
acting, which is considered a foundation of emotlarcontrast, differential emotion
theory does not describe emotion in terms of peéimepariables. To a certain extent,
emotions are feelings and expressions that majt feson the recognition of
particular physical features of a stimulus, as waslfrom perception or obligatory
meaning Jurgen&Kees, 2014)0verall, this also includes the traditional genade

as a part of positive non-verbal communicationt deals with the ‘extra touch’,
which implies informal non-verbal communicationniake passengers feel important.
My results reveal a consistency of positive seffgantation such as positive non-
verbal communication. The Thai greeting is met yidisitive reactions, according to
my observational data, and this can be relateda@xisting idea of the self in
different situations, dealing with varied passesgerd different cultures. This is a
result of a consistent emphasis on both policyiadvidual characteristics.
Furthermore, the emphasised and embedded compéiay poncerning the ‘Thai
touch’ and non-verbal communication centres on raeems such as smiling,
gentleness and amenable behaviour, making passeiegéthat they are important,

that they are being well cared for, and that thé sio not say ‘no’ lightly.

Once you step onto the plane, there are two cabinmmembers greeting
passengers with a smile and wearing Thai traditidresses made from silk.
Their first welcome is a smile and ‘wai’, whichtiee traditional Thai greeting,
made by putting your hands together, and bowing v@spect. Once | receive

this warm welcome, | smile. (Observation: Londonrgkok)
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In terms of non-verbal communication, emotionalresgions and the suppression of
negative feelings are major considerations. P@sitelings need emphasis
reinforcement, including communication. In Thaiioaal culture, a positive
expression is the norm (Komin,1990), which in tiga reflection of positive non-
verbal behaviour. The balance of internal, inngregdence and intention is related to
national cultural values, where it is taught a$maflection, which fits in with

evoking responses in others (Ajahn, 2014). Caleware considered to have
genuine smiles (according to the results of tha Babin Crew Award). Their
communication style refers to a social context whermerous social interactions are
involved. Early experience that is the norm in bagional culture and self-regulation
leads to emotions which affect attitudes. How calpirt crewmembers’ attitudes lead
to positive emotions? A composite of the job’s dyimaenvironment and the ‘let go’
normally results in positive emotions. However, ¢éiomal bias and ideological bias
can occur once the job has become routine. Culbuahs and values manipulate
people’s styles of expressiveness (Thomas & Petegsil5). Cultural and ethnic
groups that appreciate expressiveness would ustadigist of people who are more
communicative, compared with people in culturalug®that are slow to recognise
expressiveness (Ekman, 2008). Cabin crews’ intrinmtivation links directly to
social psychology and leisure contact, which imtiead to behaviour outcomes.
Cabin crews’ intrinsic motivation is also relatedthe competency of adaptability (in

relation to others).

Research question 2: to investigate cultural valuesnd gender characteristics to
establish the extent to which Thai aircrew’s work @pears to be influenced by

them

To reflect on cultural values and gender charasties, drawing on my semi-
structured interview results, the objective isxplere the individual self, which is
related to consistency of behaviour and conductdaslicy, and to investigate the
relationship between individual self-construal attpphe traditional gender role and
performance outcomes. My research focuses on Asitimral factors, positive
attitudes and self-reflection, the traditional gencble, motivation and need

satisfaction. A discussion of my findings follows.

228



Adaptability competency/common sense

The theory of adaptability competency and commarseés related to emotional
competence by Goleman (2015), and to emotionaliaby Hochschild (2012),
where definitions developed for the emotional cotapee framework are separated
into self-awareness, self-regulation, motivatianpathy and social skills. Goleman
states that interaction with others depends orldenfenterpersonal perceptiveness
and skill. Hochschild also states that people wigoaavare of the emotions of others
tend to be social and to associate well with otlidochschild, 2012).This is
supported by the company policy that crew shoulthb#ul and diplomatic, listen
attentively to passengers’ problems, maintain irigizy, and be friendly but
businesslike. Furthermore, my semi-structured weer data confirmed the
importance of understanding human beings and taeacteristics of different
nationalities, understanding people, knowing howeéal, speak and associate with
people from different countries, and knowing hoveddve problems using
commonsense. Above all, positive non-verbal comeatiton such as the ‘extra

touch’ (personal touch) also emerged in my obs&mwat data.

Whilst walking through the cabin, they kept smilialgjthe time, even with
their eyes. If passengers stopped them, they wmdslightly and listen to
what they had to say. (Observation: London—Bangkokeon)

Cabin crew should maintain a friendly but busin&sshttitude towards
passengers and show alertness and initiative loygaoh suggestions and

helping to remedy complaints. (Thai Airways Intdroaal, 2010, PSM, p.5)

In terms of adaptability, cabin crew are capablearfdling demands efficiently. They
can alter priorities and adapt their responsesstratkgies to fit different situations,
and they are also able to be adaptable in the eygee situations (Hochschild,
2012). My results suggest that adaptability is ofilne major characteristics of cabin
crewmembers, because they have to adapt to passéraga around the world, and
also to their colleagues because their workingdales are rotated and flexible. Also
their everyday lives have to be flexible, as theykwariable shifts and thus have
different working hours to their colleagues. Anaysf the secondary documentation
has revealed the importance of procedures andhesjtivhich are clearly identified.

The documentation contains all the information lagy the flight rotations.
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Examples that illustrate the competency of adalityalaire integrated into this
documentation, including being tactful, diplomafieendly and ‘businesslike’, and
only making considered responses to customer consmEnese examples also

provided the basis of my coding to analyse theviga/s and observational data.

It has been proposed that adaptability is selfyeiad), and self-reflection is
effectively mirroring the self (Goleman, 2015; Hechild, 2012). The following data
extract exemplifies such self-awareness: ‘[Crevgusth analyse how they approach
passengers and ask themselves if they would wibk teeated in that manner’(Thai
Airways International, 2010, PSM, p.6).

Another example of adaptability, again drawn frenandary documentation, is
‘passenger contact’ where adaptability is requiBydthe nature of the business, job
functions are to an extent variable by flight affécted by the degree of positive
non-verbal communication. Such positive non-vedmshmunication, both
subconsciously and consciously, is partially baseélight schedules, destinations
and rosters. Moreover, cabin crewmembers and pgseeobviously differ from
flight to flight. By implication, there is an inhemt degree of human irregularity. My
observational data shows that each flight accommesdadifferent group of
passengers and different crewmembers. During teeaictive process, for the cabin

crew in particular, there will need to be a sigrafit competency of adaptability.

It is different in terms of our way of life, dorybu think so? The job
characteristics are also different, especiallytitmes, as we have less sleep.
People who work office hours have fixed times, viegkfrom 7am until
4.30pm. But we have to adjust our times. When rpesple are asleep, we

have to go out to work. (Interviewee 5)
Implications of South-East Asian culture

In Thailand there is a propensity to look at orgational configurations (teams,
relationships between customers and providergrilial terms. This is a tendency
throughout the East, and can be found in South-&sistin general. The findings
derived from my triangulation methodology suggesEast Asian self-construal,
which is based on the need for relatedness, thahisiterdependent self-construal.
Havitz and Mannell (2005)support the social-psyobmal idea that the specific
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nature of the self-concept depends on the givemreulThis theory is similar to
Markus and Kitayama's theory (2010) of the interelggent self, where self-construal
implies the ability to relate to others. My owndntiew data reveal that crewmembers
relate to passengers in terms of family relatiopshkirelatives, sisters, brothers. This
includes treating passengers courteously and wdtpect, in recognition of the
passenger as an individual, and with respect acwptd company policy. This was
also apparent in observational data regarding otspelemeanour, bowing and

listening.

Treat passengers courteously and with respectogretion of the passenger

as an individual. (Thai Airways International, 20R8MS5, p.2)

All cabin crew wore Thai dresses which were madefiThai silk. They all
had smiles on their faces and greeted passengtrs rhai traditional way,
which is called ‘wai’. Their make-up gave them afpssional appearance,
and matched their dresses. Their posture as théyrped the Thai greeting
was soft and gentle, including the warmth of tiseniles. (Observation,

Bangkok—London)

Cabin crew’s framing of passengers in terms of fam@lationships, responding to
them as if they were family members, is appropiiatie service industry. It creates
an informal relationship with customers, while friiness and the ‘extra touch’, as
well as showing respect and listening to custontans,create a first impression.
Arguably, these perceptions of the passenger-aabin relationship or informal
relationships can cause a problem with the managesmecision-making style. If
employees approach superiors in an informal otividtic way, it can result in
unequal judgement or biased perception. At the damee the notion that cabin crew
frame passengers in terms of family relationshipsr@spond to them as if they were
family members can cause inequalities in recruitragi selection, as it can lead to a
tendency to select people who are known withinottganisation, rather than on the
basis of their work performance. Thus it can createlture where, if a person is to
be selected, they have to know someone insiderganisation first. Overall, this
might have an effect on work performance, and oysved managing people within
the organisation, as well as on performance apgisaiehich might create

complications in terms of promotions. The systerghhgain a reputation as one in
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which who you know is more important than you wpekformance. Overall, this
would have a negative effect on HR practice in geairecruitment, selection and

performance appraisal (Komin, 1990).

As mentioned earlier, South-East Asian cultureahbd of impact on employee
behaviour, in such actions as listening, keepinggginside and working towards a
positive behavioural outcome, thus reducing conflith passengers. This is in line
with Hofstede’s theory that the country’s people arore concerned with others than
themselves (Minkov et al., 2012). Moreover, my iings also support Cooper’s claim
(2005) regarding Thai people. He states that, fyoomg children to adults, Thai
people learn respect by behaving in a way that detnates consideration for others’
feelings, obedience, humility, politeness and respBrimarily, Thai C/As are taught
since early childhood not to become violently antbgonally involved, because this
measure can only cause further despair’(Intervield®eOn the negative side, my
findings also suggest that this can imply a passersonality when feelings are
suppressed. Listening to passengers without relapgiean cause depression in cabin
crew if they are not able to learn how to let gahaf negative, and this can cause

emotional burnout (Hochschild, 2012).

Hence | would argue that the use of women'’s tradéi role will not always be
positive; it can lead to a negative result in teoha passive personality and
acquiescent style. When it comes to managemendidasj it can also cause
ambiguity in decision-making, as no one will beeatd decide definitively in a
diverse environment where there is a mixture ohlagd low power distances (Smith
et al., 2015). In contrast, the traditional womewle and personality can cause a
problem when women enter management positions.mtgkt be an interesting point
for future research investigating passive persgnahits and power management.
This can have an effect on HR practice in term®ofuitment and selection, as too
much passivity causing negative side effects mighailt in HR having to be more
concerned with cabin crew personality, needing stelbe neither too passive nor too
assertive. Thus although this personality typefitamell within the service industry,

it can also cause problems in terms of managerk@stly, career progression to
management level might be problematic, in termaritital thinking or not being able
to share ideas with others. Secondly, the pas&x®opality can create problems for

decision-making or leadership style (Komin, 1990)irdly, career progression might
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be limited. Cabin crew who progress to senior levedy be able to work in the First
Class service area, but not to progress any hiplaarthat. This might hinder
crewmembers when trying to find other work awayrirthe service industry. The
associated high rewards and benefits that theyobad receiving might make it

difficult for them to find any jobs elsewhere.

My review in Chapters Two and Three of literaturecaltural theory identified
various themes with a cultural focus, and introduitee nature of South-East Asian
culture. Thai social harmony is a part of an artg@rlosophy which is reflected in
contemporary social behaviour, in which internalisemotion is encouraged under
certain circumstances (Nuttavuthisit, 2007). Thisupported by the semi-structured
interview data. The majority of respondents agtbedtl internalised emotion is
suitable for cabin crew work. A level of sociala@rdction is inherent in the job,
although the level of genuine interaction may vaiyen different national cultures.
The respondents agreed that social skills aresignjficant to the service industry,
and in particular to the airline sector. The resalso demonstrate that the
competency of adaptability is underpinned by thaadakills needed to function
sufficiently within a generally collectivistic cuite. The secondary document analysis
offers examples of collectivistic philosophy retafito Asian culture. For example, in
the secondary data coding ‘Must LISTEN’, the tehistén’ obviously identifies the
role of the female from an Asian perspective, wiikeewife has to listen to the
husband because he is the main source of incordegharAsian perspective of people
having to keep feelings inside (Nisbett, 2004).@pproach of expressing interest in
passengers’ problems reflects a capability for ggmdmunication and manifests
productive interaction skills (Nisbett, 2004): ‘Gamnsation carries on quietly and
discreetly, avoiding loud laughter and boisterogsussion.’(Thai Airways
International, 2010). A consideration of Asian edwand beliefs is emphasised
through the company policy documentation. The ghiqgietly and discreetly’
implies a concealing of emotion, as mentioned lgefBxtrovert non-verbal
communication, such as loud laughter, is not ircoorence with the Thai female’s
superficial social characteristics (Nuttavuthi2®07). Women are considered to be
introverted and are socially expected to emotiaealiternally. This is anticipated as

a mirror image of the policy-emphasised traditiogehder role.
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From Nisbett (2004) and others, It has been fohatlthere is a relative lack of
externalised emotions in South-East Asian culturepractical terms, if there is a
request from a passenger, the first responselisten carefully’(according to my
observational data).In addition, this implies ahhigvel of respect. Also, observable
evidence such as gestures, facial expressionsmaifidgsdemonstrate a positive
reaction. This is one example of South-East Asidtue, where cabin crew are
encouraged to listen and think before giving aspomse to passengers. The
implications of South-East Asian culture are ililagtd in the diagram below.

Figure 9.3: Implications of South-East Asian cultue
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In terms of a national cultural perspective, thieicarew’s work structuring and
coordination helps to achieve a balance by puthdgidual tasks into a position
where they fit into the work system. One’s caresgahds on individual progress, and
there must be a balance between individual needishase of the national culture
(Smith et al., 2013).This supports research ohjeai i.e. to investigate the

relationship between the individual output (trami@l women'’s role). It also supports
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objective 4, i.e. the performance outcome, andagkp) the relationship between
cultural and gender factors, which can identifyaarfework for future research and
which has an effect on operational managementr@sidts show a significant
relationship between behavioural interactions andkwtructuring, as well as with
the career system that is needed to bring themheg@-rench, 2015). The balancing
of the individual and work structuring that is th@'m in the national culture also
supports research objectives 1 and 2 in termsrmapemy behaviour and conduct-
based policy.

Hofstede (2001) and Smith et al. (2013)raise thergng question among cross-
cultural psychologists as to whether any attersioould be paid to characterising
nations rather than individuals. Nevertheless,arses at the individual level should
be considered in relation to nation-level beliefd aalues. The psychology of culture
as an academic notion is concerned with individuraés controlled and basic
environment, where researchers can study the mfief experimental
manipulations such as individual self-construaliolhis the ability to relate to others
(Markus & Kitayama, 2010. To reflect on my reseafoh example, individuals have
a specific type of culturally characteristic setfastrual or set of values; thus,
experimenting with subsequent effects can help ustlerstand cultural differences
in specific self-construals or values at the indiivl level (Hofstede, 2001). It is
essential to find different ways of consideringgbke environmental effects, treating
individuals’ cultural adaptations and behavioursi@gendent processes where nation-
level studies provide such an alternative. Thiugported by my research objectives,
which set out to investigate a national culture theght influence individual and
organisational behaviour. Thai cultural variablessist of interdependent self-
concepts and external attributions. Furthermorkuial variables consist of
psychological and sociological variables, whereutiia, feelings and behaviour are

concerned (Markus & Kitayama, 2010).
Traditional gender role and the implications of gder characteristics

The connection between the traditional genderaalkcabin crew conduct is
emphasised regularly in the policy. The majorityexdctions are related to a positive
attitude, which leads to positive interaction, adlas to self-analysis, which implies

self-reflection. The emphasis on the traditionaldgr role appears to be the first and
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last impression given to passengers. Self-consasial concept can be expressed
through positive non-verbal communication. In mpelvational data, positive

reactions, including non-verbal communication, wawatinuously identified:

Once you step onto the plane, there are two cabimmmembers greeting
passengers with a smile and wearing traditional Gloghes, made of silk.
Their first greeting is a smile and ‘wai’, whichttse traditional Thai greeting.
The hands are put together and one bows with regpace | see a warm

welcome and a smiling face, | smile back. (Obséwumt

Examples of positive non-verbal communication idelaisplays of respect (bowing)
and friendliness (smiling). My semi-structured mtew data demonstrates the idea
that a genuine smile is one where, in lay termes sthile reaches the eyes. As part of
traditional gender values and beliefs, passivenisig is also a key element of the
perceived South-East Asian cultural capability @ jing feelings inside and listening
carefully to others. There is a consequent powsetbanteraction. As it is understood
that in this interaction it is the passenger whliédegitimate power, then by
implication, due to both regulations and the natlaulture, cabin crew are
encouraged to show respect through behaviour sublowaing (Cooper, 2005).
Operationally it can be argued that an effect chdoehaviour is to decrease any
conflict and, possibly more importantly, to generatproductive first impression. It
may be argued the latter was a cause behind thpamoyis cabin crew being voted
among the top ten best cabin staff in 2006-2019t(&, 2009—2012). This partly
reflects the national culture, where it is the ndomindividuals to show consideration
to others, particularly to people whom they considgortant. Again, there is an
implication that a relationship exists with legitite power, because behind the scenes
cabin crew evaluate passengers as important pempketreated with great respect
and care. However, Nisbett (2004) suggests thaddhiml structures and sense of self
that are characteristic of Easterners fit in witéit belief systems and cognitive
processes. Easterners are connected to collectivesnthe village and the family
(Markus &Kitayama, 2010). They are less concernéh issues of control over
others or the environment, and more with self-adnWithin the social group, any
form of confrontation or disagreement is discoudageich as arguments or
debates(Komin, 1990).
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To evaluate the concept of the traditional gendks, Isemi-structured interviews were
used to draw out the data. The connection betweesdlf-construal framework and
company inputs was outlined earlier. | found that ¢onnection between these
factors was also related to the performance-baskitkaobjectives, where Thailand
was nominated as having the best cabin staff invitréd in 2006 (Skytrax,
2009).Additionally, individual characteristics alswm an elemental part of the
model. This may be considered from a multinatigreakpective. On the other hand,
in the case of this research, the targeted cwiaeimplicitly that of Thailand. The
traditional gender role forms part of an ideal iatgion, partly based on cultural
background and the fundamentals of company polimudhentation. The research
results demonstrate that cultural collectivismrisraportant part of any interaction
with social groups, as is relativism, which is enportant part of strategic interactions

between cabin crew and passengers.

...Should have human relations such as when we tittkpassengers while
we are serving, it will be a great trip. But thejondy cannot do that. If we
can do it, it will be great. Such as asking an awrttiether she is going on
holiday or why she’s travelling by herself. It @lled extra touch. But you
have to understand that sometimes, when we aretynitis very busy. And
we would not be in the mood to talk to passendggesause we have to serve
coffee, and so forth, just think this way. If wentha little bit that we are
going to talk to passengers, it could lead to higiassenger

satisfaction.(Intervieweel)

According to the semi-structured interview datateirms of personality traits, there is
arguably no personality adjustment needed withreefe to authentic traditional
gender roles and non-verbal communication. Thisidehtification is connected to
positive reactions and positive thinking. At a nmalavel, self-identification can be
formed through social standards, where the bedirtsvalues of national cultures and
social norms are clearly defined. This can be refeto as geography of thought
(Nisbett, 2004),where peer and local sociocultaraironmental factors are
moderating influences. On an individual level, angérsonal character will affect
one’s self-presentation, which in turn will haveiarpact on the job characteristics.
This research considers the traditional genderaoboft-side characteristics as an

individual self-construal characteristic (Markus ga§ama, 2010).Theoretically,
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secondary data from company policy focuses on aralagelf-presentation, which
relates to positive self-concepts and a posititimide at the individual level. In
practical terms, part of the pre-flight briefingtits and reinforces the expected
positive behaviour as stipulated in the secondaguthentation. This, therefore, is an
effect of company reinforcement. In addition, tee@dary document also relates to
the concept of self and the national culture, tgtoaperational behaviour and
conduct. Data analysis is inconclusive as to whay bre described as the authentic
self. The authentic self may be defined as a npantaneous and subconscious
manifestation of the self, based on the individuglevailing national-cultural norms
(Markus & Kitayama, 2010).Elements from both thenary (semi-structured
interviews) and secondary data support the apmicaf Thai culture-based
behaviour coding indicators, such as ‘smiling’ atlder indications of ‘hospitality’.
The following extract illustrates the concept ofpivality from a Thai perspective. It
is helpful to presume that this may be differentrfra Western airline’s operational

philosophy, and this is in turn is proposed aswspective subject for later research.

The self-reflection we practise leads to sympatmyothers, for which there is
no word in the English dictionary. Foreigners (fag) do not understand the
word nam-jai (sympathy). They would think that syatiyy alone is enough,
and you don’t have to offer more than this, butweelild feel that it's not
enough. We feel we should give more. Anything we @a to help, we should,
whilst not expecting anything in return. This ig dinai kindness, which is
different from the Japanese way of being consideshbthers’ feelings. The
Japanese are under pressure not to express fedlimggsdo things in
accordance with duty, in the manner of their sgci@hd do not express their
emotions. But we have this thing called Thai chaand a sincere smile. One
other asset we have is that we easily forget djgrdsily forgive, even if we
feel very angry at the time. If the other side lin&eels satisfied, we will feel
happy again. If they don’t feel angry anymore, wi ve glad. We are not
easily offended. This is one of the points thaspagers like, we smile and are
cheerful, even if we do not speak good Englishwasave this strength,

which is Thai charm. (Interviewee 10)

Certain characteristics, such as friendliness, gentheerfulness and smiling, may be

perceived as related to the term ‘hospitality’. ISacconnection may in turn be
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perceived to represent Thailand’s national imagkailand is the land of the smile’
(Welty, 2005, p.52). Mannerisms and behaviour havge genuine, without crew
being overly attentive. This suggests heartfelhanticity. This idea is related to the
concept of traditional gender-role ‘authenticitigentified from my semi-structured
interview analysis. Such characteristics may atsoetated to the concept of the
traditional gender role, by implication includingmverbal communication.
Moreover, a reinforcement of the traditional genaée occurs through regularly
repeated behaviour and conduct. Reinforcement édeanent identified by coding
terms such as ‘courtesy’, ‘sincerity’ and ‘atteetress’. In my observational data,
examples of the traditional gender role are showpositive non-verbal

communication, such as smiling, bowing, paying eespgreeting and so on.

My study has revealed that an environmental efféltiences cabin crewmembers’
behaviour with their peers and colleagues. Thisgogesearch question 3 regarding
the individual and their ability to relate to oteéMarkus &Kitayama, 2010). As a
result of the self-construal, positive thinking asedf-reflection are utilised in order to
create the competency of adaptability when dealiitiy others (Goleman, 2015).
This competency is a result of cultural norms aeliefs, which are adapted through
psychological principles. Moreover, this type db je female-dominated, which can
be reflected in social interactions considerededéneficial in a cross-cultural
environment and in a self-construal investigatiBla(lt et al., 2012). This is
supported by literature reviewed in the gender tdran fact, women are more likely
to be expected to be front-line service providens wupport the customer, and real-
life customer experiences suggest that gendercsy@es are integrated into customer
expectations regarding good service (Hall, 1993yuably, women are socialised to
make the most of the interpersonal aspects of thkitionships, therefore

contributing an important part of the process (Matt al., 2003).

As indicated in my literature review, service wiglcharacterised by an
organisational expectation that demands the ‘dysplagood cheer and the skilled
utterances of those providing social amenities’tMaet al., 2003, p. 25), regardless
of whether these expressions specify the actulihfgeof service employees (Kim et
al., 2011). To reflect on this, focusing on martifmotions is important because
customers use these emotional hints in evaluagngce quality. Previous work

shows that customers tend to be more content withce interactions when

240



employees express positive emotions (Kim et all120The environment, face value
and collectivism (concern for others) are the néonthe staff. Face value also plays

an important role in Thai society (Nuttavuthisi®0Z).

Working as cabin crew is a respected and prefgotetbr females who have finished
their undergraduate studies and would like to engptbe world. On the basis of my
findings and analyses, the age range has beerfieldssto three categories. First
there is the group beginning their working life £30s) who still enjoy experiencing
different parts of the world; second, the middle@ganges (30—40s), who usually
have started their own families. Both age rangesaginning to struggle to balance
work, money and family, and some cabin crew swégrmational duties for domestic
duties in order to spend more time with their familhirdly, there is the more senior
age (over-40s), who might be starting either toobee management staff or to gain
higher positions within the service sector suckiest Class cabin crew. This

categorisation is supported by Bergman and Gil(2045) regarding age groups.

To reflect on women'’s role, in terms of women’'sittenal role, the airline sector has
a gender-based expectation (Mattila et al., 200Bgre the job requires positive
emotions and emotional intelligence such as addpyaMy study has provided

some evidence to suggest that, although the airithestry is an aesthetic
organisation (Tyler &Abbott, 1998) and represehtsdocial-historical symbolism of
females from different perspectives, cross-cultigslies should be considered as an
example of social relationships and social inteéoaicivhen considering the airline as a
case study. This is a result of women'’s traditionéd being part of service recovery,
due to actions designed and implemented to gives#iype impression to customers

in the airline industry, as passengers’ expectatimed positive feedback. The real
time of this service is dynamic (Albrecht & Zemk&9D). Cabin crew have the
adaptability to control unforeseen external factord to cope with them (Hochschild,
2012). Passenger expectations are high and pedplaear because of the high power

distance, which leads to a high standard of seivitiee airline industry.

My research also shows that in terms of personalpetence, cabin crew are
considered to have a drive and commitment to aehhereas self-awareness and
self-regulation are considered to be a part ofgrescompetence according to

Goleman (2015). Crewmembers have to have high ns#pbty in terms of social
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awareness and social skills, especially adaptal§ifochschild, 2012). Service
organisations might include emotional intelligelmceemotional expressiveness as a
principle in the employee selection process, @& ksy element in customer service
training (Mattila et al., 2003). Such training pragimes would provide
improvements in employees’ recognition of their asemvice roles, including a
greater internalisation of rules of occupationapthy (Mattila et al., 2003). It is also
important to consider cross-cultural issues. The obculture is necessary in
determining customer perceptions as an affectiveifestation (Kitayama et al.,
2006). South-East Asian cultures usually conceakttpression of emotions in public
(Nisbett, 2009); as a result, the variety of satigry emotional manifestations might
be considerably smaller in Asian than in Westernkpiaces. However, the degree of
differences in gender roles amongst cultures maghount for any gender-based

differences.

Research question 3: to what extent do spiritualityand traditional Thai culture
interact with organisational culture, and to what etent is behaviour and

conduct-based policy related to spirituality and taditional Thai values?
Reflection on ‘let go’/spiritual values

The ‘let go’ is the ability to dismiss negative tights (Ajahn, 2014). It is a part of
spiritual values. It is not new, but it can be uaed applied to passengers, customers
and/or colleagues in an organisation. It has baeght as a religious perception of
some social groups at an individual level. The ephof ‘let go’ is having an
awareness of what is happening and being ablesiois$ it, as it is believed that
everything is impermanent (Ajahn, 2014). When weeet something and do not get
it, there is pain or negativity, which creates @@sprhe concept of impermanence is
similar to that of the dynamic circumstances withimairline organisation. In
Buddhist terms, ‘let go’ is related to the intugimwareness of impermanence. It is
trying to rid the mind of something which is corlirgy it. It is an ability to see the
way things really are. People obsess about allskaigroblems, with doubts, anger,
vindictiveness, jealousy, fear, dullness and sitypas the emotional outcome. These
emotions of obsessive minds cause the pain thds eedifficulties in life. It is

believed that this continues as long as the mimthsessed with facts, symbols and
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conventions. In practical terms, the understanthiagythings are impermanent by
nature should be applied (Taylor, 2012).

The theory behind ‘let go’ is that if people fitlgir minds with too many concepts and
opinions, it creates more doubt and hesitation. Wag to practice ‘let go’ is through
learning how to empty the mind, and then fill ithvvalues which can lead to a great
deal of wisdom (Ajahn, 2011). Again, in Buddhigins, if you are going to identify
with anything, do not identify with mortal conditis. Investigate the mind by
considering the nature of thought, memory and seossciousness, and by being
aware of impermanent conditions (Ajahn, 2014). Biio awareness bodily
sensations, investigate pain and consider it as\ang energy, a changing condition,
considering all kinds of emotions as illusions. Blover, an understanding of others
should be nurtured, not judging the world accordimgome standard that we expect.
The way we see the world should be that experiecoe® and go, right and wrong
as well as good and bad, with various degreestengity(Taylor, 2012). If we
compare the ‘let go’ in Buddhism with psychologyeite are some similarities. In
psychological terms, Compton and Hoffman (2013 &dout adaptation, which
keeps people from being overwhelmed by the extestiralli that create sensations
and feelings. They mention that adaptation makeplpesensitive to changes in the
environment, where survival needs to be accompliskeom my point of view, the
relevant ‘let go’ is one dealing with emotion. Campand Hoffman (2013) mention
that the word ‘emotion’ has the same basis as tirel imotion’, implying that

emotion moves through us and drives us. It hagymbmg and an end.

In Buddhist terms, we have already mentioned inidwareness. However, in
psychological terms, psychologists always desardresciousness as the awareness of
one’s current environment, and psychological awesens similar to consciousness
(Taylor, 2012). It is very interesting that there aimilar religious and psychological
terms, such as when something happens, we sayweedaring it to our attention.
Hershock (2006) defines consciousness as an engagement with somethi
mystifying. However, in Buddhist terms, the belieimpermanence or uncertainty is

a focus (Ajahn, 2011). Buddhists believe in causgeffect, which is one of nature’s
rules. Natural laws establish a connection betwerpast, present and future. This

becomes the result of mind and body interactionaWMe thought in the past, even
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just one minute ago, will have an effect on thesprg, and the present thought or
action is projected into future thought and acf(ibaylor, 2012).

In order to understand the interaction of the @fiictors, and in particular the
relationship of human participation with the théma model proposed, a variety of
service characteristics may be considered as delatthe travel rotation. Albrecht
and Zemke (1990) explain the idea of service a®dygt, and outline its
characteristics. It is produced at the instantedivery, and it cannot be centrally
produced, inspected or warehoused. The producbtéendemonstrated, nor can a
sample be sent for customer approval in advanteeodervice. The person receiving
the service has nothing tangible: the value ofséwice depends on the recipient’s
personal experience, and the experience cannaid@ispassed on to a third party.
Moreover, if the service is improperly performed;annot be recalled. It cannot be
repeated: reparations or apologies are the onlysnearecourse for customer
satisfaction, and quality assurance must happerdehther than after production,
because the delivery of service requires humanmaatien, and the receiver’s

expectations of the service are integral to hisesrsatisfaction with the outcome.

These factors indicate some characteristics whieliedated to this research. The
characteristics proceed as a part of the analyfti@alework and also enhance the
theoretical foundation of the research. Accordmgy research results, the
proportion of adaptability is at its highest whesed with common sense in solving a
problem in a certain situation, and with the ‘let.g?ersonal characteristics such as
being friendly, pleasant, cheerful, thoughtfulaigood mood and amenable are
slightly less related than common sense when cosdpaith personality and self-
possession. It must be realised that other factard) as the observational abilities of
the aircrew, stress, degrees of sympathising afletysasues, must also be taken into

account, and might be significant for any furtresearch.

The primary job characteristics, as partly ideatfthrough interview data, are in
particular ‘common sense’, dismissal of negativautihts (‘let go’) and adaptability.
The concept of common sense is not new in itsatffdr the individual it may be a
major consideration in solving a situational prabldoth conscious and
subconscious common-sense ability is to a certeenérelated to the ‘let go’, where

experience and wisdom moderate problem-solving {@omé& Hoffman, 2013). The
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interview results support this contention: ‘You shibnot think too much because you
will face many types of passengers. So you havet {wo and be happy for yourself.

So you will be happy when you work’(Interviewee?2).

The airline service constitutes an instant delivargt tangible product where common
sense is one of the key supports in problem-solvilhg secondary data demonstrate
encouragement and support for individuals, usirgfegic interaction approaches
such as discreet behaviour and diplomacy as a fmxsismmon sense problem-
solving. My observational data revealed face-tefateractions where the service
dynamics could not always be prepared in advamcginiple terms, a meaning of the
‘let go’ is being able to cope with offensive betwar without manifesting

displeasure unnecessarily (Taylor, 2012). ‘Leta@eb refers to the wisdom and
common sense needed in order to create peace dfanthsatisfaction in life (Ajahn,
2014). In Asian culture, it is usual to separateseff from emotional difficulties and
their associated pressures. It can be arguedrlediact this is a self-based stress-
aversion device where a productive conflict-redg@pproach is encouraged. Implied
emotions, such as anger and aversion, are conceftiedispassion and not
depression (Ajahn, 2011).

| recommend that time and job functions shouldrdeaeced by the ‘let go’ process.
For example, the flight rotation duration (time}istated by operational conditions.
Within this, the job function is also inevitablyfaeed. Unlike almost all other
service/travel experiences, neither the cabin eremthe customers have the option to

remove themselves from the environment within trlggemic situations.

‘Let go’ may not be suitable in all situations.dertain dynamic situations individuals
may adopt the ‘let go’ because they cannot expregative emotions. Specific
conditions, and in particular conditional timingdaskefined job/role requirements, are
not conducive to this strategy in practical teriitse lack of ‘let go’ potentially
exaggerates any existing dissatisfaction untikéis& has been finished within the
timing and job role requirements. The ‘let go’ isaarelevant to my secondary data.
This data relates to the ‘let go’ as a result pbaitive way of thinking, using positive
reinforcement. Behaviour and conduct are categbiis¢he secondary
documentation, where provisions such as the ‘désiserve’ are used. This is

reflected in characterisations such as ‘to aspirerave, fancy and long for’. As a
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result, there is some indication that the objeatif/the secondary documentation is to
inspire authentic internalised willingness to presand remain true to, the
organisational and behavioural objectives. Idedtypurpose is to bring together
organisational and personal behavioural charatitsisSelf-analysis is often the best
way to improve our communication with passengeebifcrew should analyse how
they approach passengers and ask themselves Wtidg wish to be treated in that
manner’ (Thai Airways International, 2010, PSM52p.

The interview data also suggests that there itatioaship between ‘let go’, the
dismissal of negative thoughts, and the developmokatself-concept and positive
career attitude (Hershock, 2006).Furthermore, #wrd to serve also reflects the
female gender role, where a nurturing interactoeamphasised, such as in taking care
of, serving and looking after passengers. Regardittgral and spiritual values,
religious affiliation has emerged in my researcla asajor influence. It is related to
psychological variables such as self-reflection positive thinking, and is reinforced
in practice by company policy and individual intetfans. Harmonious relationships
with colleagues cause high job satisfaction. Im&eof social-identity theory,
religious affiliation is also related to collectwn, where optimal distinctiveness or
affiliation within a group causes feelings of wb#ing within the group context
(Schwartz, 2006).There is some relationship betv@&sdwartz's values and women’s
traditional role, such as openness to change @irtdlthe competency of
adaptability), conservatism (tradition and confagmsimilar to Thai society, where
hierarchy and tradition are involved) and self-t@ndence (similar to acting kindly)
(Schwartz,2006).

Schwartz’s values are related to women'’s traditioole in terms of altruistic self-
transcendence and biospheric self-transcendenoal@gedominant). My research has
shown that female self-enhancement is relatednalie ego goals (Kim et al., 2011).
Thai culture (universalism) is related to unity witature, broad-mindedness, inner
harmony, and a world at peace. Buddhism could péeapto the business world by
showing people how to cope by using the ‘let grtstgy. This has been called the
‘dhamma quotient’ (Hershock, 2006). An investigataf the mind should be
considered. My research has also revealed thangeiand ‘dynamics’ are variables

of cross-cultural management in the airline industr
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From this point, we can observe that everythingigea. This might lead to the
possibility of observing how we create all kindscomplexities around the conditions
of the moment. My research shows how impermanemditions such as time, place
and culture are related to others. Thought, menunysciousness, emotion: all of
these conditions are changed depending on the ali@venstances. These are the
starting points for creating a ‘let go’ strategyihyestigating the mind (Ajahn, 2014).
Letting go is being able to bear something unpletaaad not being caught up with
anger and dislike (Ajahn, 2011).People are attathechat they think the world
should be, and what others should be like. Letjiogs the ability to see the world the
way it is, and to accept certain things withoungedistracted by emotion. Women'’s
traditional role has been categorised into seveet$awhich have their equivalence in
Buddhism, illustrated in Table 9.1

Table 9.1 Relationship between women'’s traditionalole and Buddhism

Women'’s traditional role Buddhism
Self-possession Metta (kindness)
Soft gentleness Karuna (compassion)
Self-reflection Mudita (sympathetic joy)
Kind-heartedness Upekkha (serenity)

Positive, natural actions

Keeping things inside

Letting go

It emerges that there is a relationship betweesetfidai characteristics and
Buddhism’s characteristics. Although they form pHrThai women'’s traditional role,
in Buddhism characteristics such as kindness, cesipa, sympathetic joy and
serenity can be practised by either gender. Myyaighas shown that a practical
implementation of Buddhist tenets could createtp@sresults in cross-cultural
management. As cross-cultural research deals vathyraultures, which all have
their own biases and manifestations in societysahguddhist dimensions can be
explained as qualities shown through other peagtéch might lead to an equivalent
of deep-surface acting under various time dimerss{@aylor, 2012). The

implications of South-East Asian culture shouldddeen into account in cross-
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cultural management. A collectivist concern withears is implicit, because the nature
of cross-cultural management is to deal with oplemple. To narrow the scope, an

application of both the East and the West shoulohbde.

My study reveals that South-East Asian philosophy Buddhism have been inserted
into company policy and are close to notions ot besactice, appearing to generate
positive responses from passengers and an accepéiogon from employees. This
suggests that there could be a considerable comppuy in both idealistic and
practical terms, and that the national culture &hbe considered too.It has emerged
that the dominant factor that has been drawn flemetional culture is underpinned

by religious belief, but could be applied in praatiterms to all nations.

Research question 4: to investigate the relationghibetween female ego goals as

subconsciously related to individual need satisfaicin

Thai cabin crew who work in a female environmenttéo achieve female ego goals
by balancing their career, money and family. Theneetheir social and personal

wants can fit their need satisfaction.
Reflection on motives and need satisfaction

My findings support Guay et al. (2010), who sayt taccessfully changing
management requires substantial thought and astigelated supportive structures
and systems. Intrinsic and extrinsic reward isteelao employees’ motivation,
especially in the field of travel, where they comi® contact with people from
different parts of the world. The discounted tickéitat the company offer also save
employees a lot of travelling costs. This can iefloe employees’ motivation and
help them to enjoy their working lives at the saimee. This also supports face value,
where intrinsic/extrinsic motivation is aided byl&g acceptance from society
(Hofstede, 2001). According to my interview databio crew are able to travel, see
the world and see tourist attractions. They willetnifferent kinds of people, know

more people from different countries, and see difieways of life

My interview data supports the idea that femaldarcalew’s need satisfaction is
concerned with the balance of work, money, fantitgyel motivations and career
development. Career development is the major meatei@n the other hand, career

development is based on levels of seniority, atakiés a certain period of time to
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progress to the next level. Career developmenstartterently to comprise a higher
degree of power or control over junior cabin créwom an Asian perspective, a
consultative decision style is the norm, and i¢ pha power-dominant philosophy
(Minkov et al., 2012). In addition, need satisfantis interrelated with social
motivation. To a degree it could be argued thatalenperformance is concerned with

recognition of female ego goals and women'’s peezkiwrturing and family roles.

Figure 9.4: Linkage between female ego goals, sdamotivation, performance

and need satisfaction

Social
motivation

Need Performance
satisfaction

Female ego
goals

Therefore personal and job characteristics (nurtuenvironment) are connected to
female individual performance. This might imply tip@rsonal benefit does to a
degree provide the congruence between individudloaganisational goals and
values. As an extrinsic reward, the opportunitgdtisfy a travel ambition is also
important. This supports the idea that travel isn@portant element of reward
management in an industry where cross-culturatacten and perception is
inherent. Such a perception helps cabin crew togmeise alternative cultural
perspectives. Cross-cultural understanding allaatmsccrew to form and adapt self
schemas while maintaining a lower degree of canfi@ween their internalised
surface-value self-construal and their princip#ftsencept (Markus & Kitayama,

2010). Extrinsic rewards are theoretically and ficadly entailed in secondary
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documents and in the nature of the job itself, whike alternation of countries differs
depending on the flight schedules. The economiofas another important matter;
the possibility of financial support for a holidakroad offers much potential. Airfare
and accommodation costs are major difficultiestiase who work in other
organisations. This factor could connect theseesand social norms to social
beliefs. The average earnings of graduates in dihdiare much lower than cabin
crew earnings, which are equivalent to managenodst jThis highlights the financial
factor where a service job can provide benefitefaployees as both intrinsic and
extrinsic rewards. A management job would be moessful than one in the front-

line service sector, which is self-ending.

Figure 9.5: Balance between need satisfaction andrhale ego goals
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My study has shown that working as cabin crew is@upation that provides high
intrinsic and extrinsic rewards. For extrinsic resd&m we look to economic factors:
the average wages are higher than for other jolréngic rewards such as travel and
free tickets can satisfy the work-life balance (Katmal., 2011).This reveals the
relationship between gender, work, organisationsrmtonscious individual need
satisfaction. Thai cabin crew who work in a femaheironment tend to balance their
career, money and family so that their social agalgoals fit in with their need
satisfaction. Again, this reflects social face ealvhere ample money and travel

abroad are considered to be indicative of higheioseconomic levels (Cooper,
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2005). A female-dominated environment such asdhtte cabin crew necessitates
attempts to find a balance between work and familyrder to achieve life
satisfaction. A variable of life satisfaction isated to face value and socio-

economics (French, 2015).

In Thailand, the macro environment influences wamkl family structures
(Wailerdsak, 2008) In terms of individual demograpghthe organisational level
contains steep hierarchies, female dominance aadm@yps. Work setting
characteristics are influenced by cultural val@ssluation through senior levels,
teamwork, and job characteristics related to tlezigip domain. Age group
influences the work-family balance. My findings gegt that cabin crewmembers’
need satisfaction (intrinsic and extrinsic rewatdajls to performance adaptation,
which incorporates adjustment and personality agraknt (a wider life vision from
experiencing the world, personality adjustment) eesililts in well-being. The
freedom of cabin crew once they arrive in othemtnes leads to contained
autonomy, where the desire is to self-organiseegapce and behave according to
individual needs. This implies a sense of freedamhaneeds construct which
enhances well-being (Bergman & Gilberg, 2015). €havg involves inter-
correlations of needs constructs in terms of sauidl face values. Moreover, social
needs involve the combination of assimilation (teamk) and differentiation

(freedom and openness to a world vision) (Bergmdailkerg, 2015).

In the context of comfortable circumstances, othédividualistic values, such as
individual freedom, personal development, qualityife and relational
interdependence (Bergman & Gilberg, 2015), becomeersignificant to individual
ego goals. My research suggests that cabin crewensitiasic need gratification is a
result of their psychological needs being met, sagheeds for esteem (self-respect,
freedom) and self-actualisation, which supports IMas theory (Kim et al., 2011).
My study has revealed that socio-economic valuiiseince social values: it has been
shown that rewards and benefits are a high motindtr female ego goals in terms
of cross-cultural experiences (free tickets, travighis might be useful for those in
HR, as long-term employment could be maintaineeiarn for rewards and benefits.
There is considerable attraction in terms of suippwrewards and benefits, so reward
strategies can be used cooperatively to achievéogegmotivation (Kim et al.,
2011). This supports the organisational strategyeard system. Fischer and Smith
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(2003) have proposed that management strategiesasueward systems are

significant for an organisation.
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Conclusion

To summarise the correlation between the threegukated methodologies, Figure
9.6 recapitulates the research results and dismussterms of how national societal
factors might affect cabin crews in the airlineteeavith reference to gender and

cultural differences.

On the left of the diagram, core company policglésified into positive thinking,
self-reflection and the traditional gender rolatasflects the Asian perspective.
Research objective 1 is to explore cabin crew bebavhat is embedded in company
policy, which could affect performance outcomesoTlawere company policies
emerged from the belief and values associatedneittious background and the
Asian perspective. The traditional gender role,olwhs the other policy, emerged
from the national culture, where the norm is indial self-construal. So the policy is

accepted in itself, with no need for pretending.

In the middle of the diagram there are three cssaas, relationships, adaptability and
‘let go’, which lead to role conflict reduction, efeas the timing is dynamic. An
explanation of this core issue has been givenarmptkvious section of this chapter.
This core issue fulfils research objectives3 andlikre the self and the relationship

between culture and gender factorsare investigatddr the time dimension.

The right of the diagram reflects the secondargciye, where personal variables are
the key issues. It has been found that the motinatnd reward strategy motivates
cabin crewmembers’ achievement. This can be atrekpbsitive performance
outcomes, in both work and individual performanoeéividual performance is the
result of various cultural perceptions that thexcexperience, so their female ego
goals can fit their need satisfaction. However,lthkance between work, money and

family varies, and depends on age and work expegien

My study has shown that cultural transmission cxisf the following focal points,
which are supported by Smith et al.(2015). In otdeachieve effectiveness in cross-
cultural transmission, there should be guided bieliayby the company policy) and
a hierarchical structure differentially transmitteslcoherent units. Moreover, there
should also be flexibility of mind, replicated tlugh social transmission. Communal

sharing, authority ranking, and equality matchitigreake up social interaction.
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Moreover, one must provide independent psycholbgigiaence that would explain
the mechanisms whereby such representations afg tikbe transmitted in the most
appropriate way. In this case, religious beligpplied through cross-cultural
transmission. A concept of spiritual values whiongists of the positive qualities of

love and compassion should be considered in crdagal management.
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CHAPTER TEN
Conclusion
Introduction

This study has provided evidence of a relationbleipveen the qualitative
experiences of employees, the kind of manageyhd simbedded in organisational
culture, and the essential attributes of nationélece. One of the key propositions
investigated in the study is that national cultataracteristics have an impact on
management style and corporate culture, and thisrmaffects employee behaviour
in the workplace. Significantly, these findings Bpi@ cultures with bureaucratic
control and vertical influence, as suggested bystéafe (2001) and Thomas and
Peterson (2015).

In order to answer the research question aboutdommpany policy influences
employee behaviour and perceptions leading toigegierformance and outcomes, it
is important to understand the nature of the oggdimn. Within organisations,
Hofstede’s dimension, i.e. power distance, playsygortant role: organisational
hierarchy controls both employee behaviour and aondHowever, too much

hierarchy can have a weakening effect in termsofraunication breakdown.

My study focused especially on corporate cultunel, specifically on airline corporate
culture in Thailand, which was chosen as an examipgehighly collectivistic, high
power-distance society. Thai social structure ésrésult of traditional power related
to respect, involving obeying and listening to sigreauthorities(Thomas & Peterson,
2015), The structure of the organisation appeaentail a top-down and paternalistic
management style (Hofstede, 2001). This study fegusore specifically on cabin
crew behaviour within Thai Airways, taking speaialte of the airline’s corporate
culture as well as the collectivistic national avdt of Thailand. Particular emphasis is
also given to the impact of gender roles, religamd social expectations within Thai

society and how these impinge on work roles aneetgions in the airline company.

Another aspect of my research is its use of a tyaokresearch techniques, providing
cross-checks to ensure the validity of the findirdsnce company reports were

subjected to content analysis, whilst employee®weerviewed about their work
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roles and expectations, and | was also able tanyseersonal observation of
workplace practices, thereby providing a triangatabf research data. An example
of this is in the discussion of self-presentatiohich is composed of face value
(Hwang et al., 2003) in a collectivistic countryheve saving face arises from others’
expectations and results in compliant behaviowrder to gain acceptance. This
aspect was investigated through verbal and nonatedmmunication. Thai values
come from the needs of an individual for face vathe coordination of social
interaction in a collectivistic country, and thguéements of the functions of a

(highly hierarchical) society.

The nature of the airline industry lies in the ration between people of different
cultures from around the world, which leads to ecuaulation of cross-cultural
thought. In relation to the research objectives,fatlowing research questions

contributed:

To answer  Context Key concepts  Topic Methodology
the question
Knowing Thai societ  Socic-economic Motivational Socic-economic
why status logic data
Work-life Literature
balance Interviews
Knowing Buddhist ‘Let go’ Technique Job analysis:
how tradition Self-reflection  (Self- documentation
(Mindfulness) maintenance) Job description:
interviews
Knowing Thai culture  Thai values Customel Observation
who/what characteristics interface Open interviews
Company
documents

The next section outlines the principal aims ofheettapter of this thesis. This is to

provide a broader perspective on the research ptsmead summary.
Principal aims

As an introduction to my research, | presentedtmkground of the research
guestions, my research objectives, and my contabub the fields of culture, gender
and organisational practice, including my contridmuto research findings and

analysis.
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Following that, | started with an overview and défon of culture, values and

beliefs. | then provided a theoretical foundatio #terature review relevant to the
research objectives and research questions. Tipegriof this was to examine key
cultural theory and theorists. After establishihg theoretical foundations of cross-
cultural management, | started to look into nati@udture by providing a background
on Thailand’s culture and history, including it€sd structure and the characteristics,
values and traditions of Thai people, such as fgraiithority, seniority and respect. |
then introduced the characteristics of collectigistlture. | also investigated how
power, authority and related responses might affeople’s behaviour. Thailand is

one of the countries that have a high power diganc

Moving on from the review of national culture, bpided a background on Thai
women by investigating the family, social and emgptent structures that were
relevant to my research and that might influenagpfees behaviour. | also covered
gender and associated social studies and themradsging the concepts of aesthetic
labour, emotional labour and work-family balancthdn moved on to the topic of
women in the airline industry, airlines’ organisaidl culture in general, and Thai
Airways’ culture and organisational structure imtigalar. To reflect on my research,

| discussed my methodology, including its strengthd weaknesses, in order to
evaluate its reliability and validity. The benadftthe grounded approach was that it
allowed me to gain rich and in-depth data fromréspondents. | explained how each
method was related: the interviews drew attentioamployees’ perceptions, in terms
of the individual and the organisation; observatidrew attention to the
manifestation and emotional expressions of thencat@w; and airline-based
secondary data facilitated my understanding of misgdional behaviour and national

culture, which would be converted into manifestaact.

After discussing the methodology, | started to stigate the company policy. The
findings showed the importance of company inpueims of women’s traditional
role and South-East Asian culture. | also emphédise findings from the
individuals’ perspectives — for example, the adaititg of cabin crew, which was
emphasised through general principles, rules aguaations. | also showed how the
emphasis on self-reflection and South-East Asidiui@l implications were
assimilated into behaviour and conduct based aoypdifter that, | presented the
findings from individual perspectives on the croes#tural environment, and how

258



crew members respond to passengers by using tligdnal women'’s role. An
understanding of organisational culture enabledteebunderstanding of the airline
environment, the job characteristics and the skillg are needed. The investigation
also included women’s traditional role, which wasbedded in company policy and
individual characteristics. Moreover, the rewardtsgy was also considered. An

emphasis on South-East Asian culture was also figeted.

| also discussed my observational findings, whiobvged a combination of inputs
from both the company and the individual. Thesdifigs showed that non-verbal
communication was a major, positive presentatiod,that women'’s traditional role
was emphasised as a factor. Again, the natureegbth(i.e. self-ending) was a
characteristic that maintained positive interactianalysed and illustrated the
relationship between the three methods, which \ueked together in terms of the
individual (self-construal behaviour), company pgl(national culture) and self-
presentation (manifestation). As parochial reseat@hacculturation of a single
national culture in the airline sector providedeac picture of collectivism as the
norm in a national culture. My analysis establishdithk between the three
methodologies, which could lead to further reseamatross-cultural studies in the
future. It emerged that the behaviour of a natieudture appeared to be influenced in
terms of dominant behaviour, such as women'’s itit role; this can be used as a
guideline to behaviour and a conduct base for atbkural studies. | will now
summarise by presenting my principal aims as qoestn relation to my research
objectives. | will discuss the main findings of stedy and the contribution it has
made to theory and practice. Next comes a disaussithe limitations of the study
and the research difficulties | have faced. Infihal section | suggest further research

that might be done on cross-cultural management.
How does Thai culture affect cabin crew behaviour?

First of all, it is important to recap Thai cultucharacteristics, as Thailand is
considered to be a collectivistic country. In Thational culture, children are taught
to honour their parents; this is in line with Hefdé’s theory of socialisation,
according to which children are expected to be mmtdo their parents in countries
that contain a high power distance. Respect foeltterly is also thought to be a basic

principle of goodness (Hofstede, 2001).To reflecty research, behaviour such as
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bowing implies respect for another. Showing goodnssch as providing a higher
level of service than passengers expect (for exanspkving a meal after mealtime),
also reflects spiritual beliefs. From an anthrogatal point of view, positive verbal
and non-verbal communication implies respect, winggresents the society’s
hierarchical categories (Thomas & Peterson, 2004 respect has been reinforced
since childhood, and it shapes cognitive structargscreates consistency with
cultural values (Thomas & Peterson, 2015). In teecof the airline industry, there is
a consequent power-based interaction. It is unaldsthat in this interaction, it is the
passenger who holds legitimate power; thereforgrnpjication, due to both
regulations and the national culture, cabin cresvearcouraged to show respect to
others. The effect of this national culture is asshow consideration for others,
particularly with people who are considered impatrtégain, there is an implied
relationship with legitimate power, because beltiredscenes cabin crew evaluate
passengers as important people to be treated va#t gespect and concern.
Moreover, Thai social harmony is part of an ancpritosophy which is reflected in
contemporary social behaviour, in which internalisemotion is encouraged under
certain circumstances. The majority of respondagteed that internalised emotion
was suitable for the cabin crew job. A level ofiabmteraction is inherent in the job,

but the level of genuine interaction may vary, gidéferent national cultures.

What is the evidence that Thai cabin crewmemberbhdee differently from other

nationalities’ cabin crews?

Referring to Hofstede’s theory of the five basiolgems of national culture
(discussed in my literature review chapter on ealtuthe differences between Thai
and other cabin crew start from cultural differes)aspecially in relation to the high
power distance. This has an effect on organisdtimaaagement in terms of structure
and hierarchy within the organisation (as can lem e the chapter on my secondary
document analysis).Airlines from Western countrniisich are categorised as having
low power distance, have a different managemeftd.sBabin crew skills are utilised
to provide service quality. The performance-basduha objectives have led to
Thailand’s nomination for having the best cabirffstathe world in previous years
(Skytrax, 2009-2014). From this we can see thesgifice in terms of performance
outcomes. The traits of Thais are considered tgentieness, self-possession, self-
reflection, kind-heartedness and keeping thingsiénd-rom a sociological point of
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view, Thai cultural history started from an agrtaual, non-industrial society where
people helped each other in the fields, and gaaliguch as kindness, cooperation and
helpfulness were important for maintaining harmasicelationships. However, the
purpose of my research is not to compare Thai siti#ifif other nationalities’ cabin
crews. There may be some similarities between @ahdiother Asian airlines which
further research might uncover in the future. Aeoftinteresting point that might be
different from other airlines is the religious teélthat is emphasised throughout the
organisation. Such positive thinking is hardly eagibed by other companies,
especially notions of self-reflection or self-ars$y as others’ main concerns would

be for the benefit of the company rather than thpleyees.
Research objectives and contributions
In order to fulfil the research objectives, my datelysis was divided up as follows:

1) To investigate how company policy influences dayges’ behaviour in order to
achieve Thai Airways’ corporate goals

This has been achieved by investigating behavindrcanduct-based policy at the
level of organisational structure, and then byHertinvestigating at the individual
level by observation, in order to measure the irigmh company policy. The results
have shown that not only does company policy imfbgecabin crews’ behaviour and
conduct, but so too do individuals’ self-constryalkich reinforce their positive
performances as well as company policy. This velelxplained later. This
manifestation is reinforced by both verbal and merbal communication through
rules and regulations, while internalisation isfeiced through positive thinking and
self-reflection. These two reinforcements also iogik the religious belief system
and Asian philosophy. Affirmation is reinforceddligh positive self-presentation.

The results show the importance of performancedaseollectivistic culture.

It is suggested that policy is based on practicabas and is also related to other
variables, especially the individual self-constrlmt is the norm in the national
culture. This might have an effect on a macro-Iléeai. national) policy to emphasise
and refocus the dominant factors of the nation@rtdAsian and Buddhist philosophy
into practice. This might have in turn an effectather multicultural companies by
picking up the dominant characteristics of theoral culture and putting them into

practice. Optimistically, the study will be a bein&fl guideline for further research in
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terms of demonstrating the advantages of incorpwyatational culture. Moreover,
further deep and surface studies on the airlinastrgt might lead to benefits for other
industries which involve a similar (dynamic) enviment and similar job functions,
for example hotel work or tourism, where a crosiéucal environment is also a
dominant factor.

2) To investigate traditional Thai cultural valuesnd gender that can influence
organisational and employees’ behaviour, and theemt to which their work-

related cognitions appear to be influenced by gended national culture

Studying this behaviour and conduct-based polidiyaoffier greater understanding for
human resource management in other countries,iagahem to focus on their own
national cultural levels. This contribution has h@eade through a detailed account of
behaviour and conduct-based policy in Thailanayrarer to offer a better
understanding of the data relating to the naturengbloyment practices in the airline

sector. In particular, it is significant to focus the manifest level.

My research might make a practical contributioa tmultinational company or to an
expatriate who needs to learn a specific culturéetms of a region-centric approach,
there is a need to understand the HR policy ofiip@ountries, and that should be
included in the employment practices of multinagbcompanies, where national

culture should be considered

3) To what extent do spirituality and traditionalfi&i culture interact with
organisational culture, and to what extent is behaur and conduct-based policy
related to spirituality and traditional Thai valués

This contribution was discussed earlier in termaroequivalence between the input
from company policy and that from the individudiemselves. However, my
research has contributed to this area by demomgjritat women'’s traditional role is
effective in producing a positive performance outeo This contribution can be
confirmed through other cross-cultural environmestiadies, in order to reduce
conflict between other nationalities. However, amterargument may evolve, based
on those dimensions which constitute female charestics. As mentioned earlier in
the findings chapter (Chapter Eight), these charatics can be matched to one of
the Buddhist codes of conduct, which is called Rvdrarn Four (metta, karuna,

mudita, upekkha: kindness, compassion, sympatjwsticserenity). These ways of
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conducting oneself are implemented worldwide, addBism’s contributions can be
practised through meditation and by training thadrthrough the meditative
mechanism. This constitutes a major research findbout how Buddhism can be
applied in practice, which researchers might ¢edl‘thamma quotient’. Significant
research could be done into understanding how &ingioyment practices might be
established as models for HR. Another benefit igrtvide a better understanding of
Thai management practices. It has been shownltadtéaditional female role or soft-
side approach can be used effectively in a crokeralienvironment. An application
of the dhamma quotient might be significant in srosltural research. Women'’s

traditional role can also be adapted to deal wiitielocross-cultural situations.

This contribution is supported by my findings abthé relationship between culture
and gender factors. Relational self-construal $@aated with both gender and
culture. The gender aspects arise in countrieshdnat ideals of high femininity and a
dominant culture of specific self-presentation,isas Thailand in this case. It might
be significant to apply these findings to othedextivistic countries, as such
countries will be more concerned with gender iatieh to interactions with others.
This research contribution is supported by the neesblve the five basic problems of
national societies, in terms of power distanceividdalism and collectivism as well
as masculinity and femininity. Further researchhihlge done concerning both gender

and cultural issues in terms of interaction.

4) Secondary objective: the relationship betweeméde ego goals and individual
need satisfaction: Thai cabin crew who work in anfiale environment tend to
achieve female ego goals by balancing their caraegney and family, so that their

social needs and egos fit in with their need satigfon

This contribution supports Maslow’s theory that enahd female roles have now
changed (Kim et al., 2011). An adaptation of thadé&e’s responsibility has to be
made in order to achieve a balance between wori@alad family. At the micro-
economic level, socio-economics influence recruittragplications, due to the nature

of the high rewards and benefits.
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Limitations of the study and personal reflections

This study has been limited by certain factorsorbher to investigate some of the
limitations of the overall research, further contiexneeded to identify areas for
further research that can be developed from tlierigs. The research also has
implications for management in terms of trainingyelopment, recruitment and
selection, as well as behaviour and conduct-baskcyp Some potential research
problems and difficulties have been identified distussed in the methodology
chapters. Some issues are concerned with quaditdéita, such as interviews and time
available with cabin crews. For example, | founat tihwas difficult to make
appointments with cabin crew from the UK, as thiéyvark abroad between Thailand
and other countries. In the end, | chose anyonewd®available during the period
when | was in Thailand. Female cabin crew weretifled as the main respondents
for my research, due to the fact that the enviramtroéthe airline sector is
predominantly female. A dominant characteristic basn identified in terms of
female social skills. According to my results, bgdnder and cultural issues should
be identified in terms of self-construal capabilithe formula for investigation is the
balance between culture and gender, as the ressdadused on social capability.
This might create a bias in terms of male respoisddut as mentioned, social skills
have been identified as a universal characteridtigvever, the results have shown
that women’s traditional role can be applied tortiede gender as well as the female,
due to the Buddhist religious belief in the ‘divialkodes’ of kindness, compassion,

sympathetic joy and serenity.

Although the results have been generated throughtative methods, there might be
the potential for more in-depth data from reseamgblving the three methods
supporting each other. Because my research inva\grdunded approach, the data-
created theory allowed me to explore data in dapthcreate a relationship between
the three methods. Additional studies might idgrgidme of the key issues from the
findings by using a grounded approach, containghgvant data which could be

formulated into further research.

On a personal level | have learnt many things thinout the whole research process.
It has made me think about my interactions withgh#icipants, and | cannot thank

them enough for being part of my research. Thentsfime with me and shared their
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thoughts freely and willingly. In my role as a rasgher | learnt how to deal with
participants, at both cabin crew and senior managetevel, and how to keep my
guestions focused. | also learnt about time managemvhich included arranging
interviews across different time zones and findingvenient times to interview cabin
crew in particular, who have busy schedules. Refiigxhas made me more
conscious and aware of how to deal with participatl the participants were very
kind to me, and very helpful. However, a researshazliefs and cultural
background, such as socioeconomic status or ednehtbackground, can have an
effect on the research process in general. Aftgre2s of living in the UK, | could

see the differences between the interviewees anakritee interviewer.

In addition to my work experience in the airlinelirstry, | was granted permission to
participate in a cross-cultural management coursiapan for one month, where |
started to learn about cultural differences. | tfugmed the global cross-cultural
management programme in Maastricht, where theam iatensive course on culture.
The more | have learnt about culture, the moredeustand that people are different,
and that culture can be seen from anthropologscaliological, economic and

psychological points of view (Thomas & Petersorl 20
Implications for future research

The research data could be valuable for furthezane$, enabling other analyses of
company policies and practices. Although the maiicp applies to Asian

philosophy and religious belief, it could assidtastcountries, as it is underpinned by
psychological conduct. This provides a potentialfémther research into the idea of
turning religious ideas into behaviour and conawadnteraction with others, and this
might be particularly important for developing idesbout globalisation and cross-

cultural management in other business organisations

In relation to the needs of any future researahfitist requirement might be to take a
grounded approach to other dynamic environmentsder to obtain examples of
relevant incidents that happen in reality, andcguére in-depth data from
respondents. Another issue for further researcHomMoei to investigate other company
policies involving multicultural functions based bahaviour and conduct. Particular
attention might be given to identifying how behawiand conduct-based approaches

might be developed, and how management might ntesetoperate effectively.
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Furthermore, future cross-cultural research migbhti$ on adaptations of religious
belief being put into practice, which might be a&ifige contribution and a benefit to
the business sector. Another implication of my gtiscto continue the research from
a global perspective, not just a Western one, wiidlhbring about a global idea of
both culture and gender development. In terms oélge further research could

develop the female point of view from different oties.
Implications for management

In terms of management implications, attention ddag given to behaviour and
conduct training, and to how to develop positivenifesstations of authenticity by
using Buddhism, women'’s traditional roles or sadiesapplications. Such
implications might be monitored through assessmefrtisought processes. Attention
could be given to identifying how such approacheghtrbe developed, through HR
practice involving all staff, in order to reducéderconflict. This could enhance
employee recruitment, as staff will see how theles can be adapted in terms of
social skills and can lead to role-conflict redantilt would also be useful for
management to focus on behaviour and conduct-hasaxes in order to promote

good employee practice in their individual sectors.

Finally, | suggest that my research can contribaitdne formation and development of
behaviour and conduct-based policy in cross-culzompanies. Policies should be
emphasised that are relevant to the dilemma ovesistently positive characteristics.
Such policies need to ensure that this is takenantount in a practical way,
including at individual and organisational levetsparticular, it has been shown that
national culture has considerable influence abfherational and policy levels. My
study has revealed social values and beliefs a iwmarabin crews’ responses, content
analysis and observational data. One policy taakabuld be carried out within other
cross-cultural companies is to provide more knoggedf self-construals to others, in
order to ensure that cabin crew perceptions cosglirreflection and self-analysis.
This might lead to an improvement in both produtit@itcome and role-conflict
reduction for others as well as for the individself-construal. Another HR initiative
might be to gather together positive self-reflectiself-analysis and positive thinking
and put them into practical terms. In conclusibe, behaviour and conduct-based

policy implications of this study emphasise thecheebalance individual and
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company input in order not to have any overlap. déeelopment and change of
employee perceptions can identify role-conflictuetibn in others. This is
underpinned by the balance between power distamtdiararchy in the organisation.
It is anticipated that these research findings anitourage further thought about
future cross-cultural evolution by using a comhimabf Eastern and the Western
ideology.
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Appendix One

Semi-Structured Interview Questions

Categories

Questions

Company Policy

1) How does the policy of the company relate to pesiteelings
and self-reflection in the C/A service?

2) What is the biggest emphasis of your company p@iay how
is it related to Thai C/A personality?

3) What is Thai charm?

Female
Stereotypes

4) Do you think the C/A job is suitable for women @t nand
why?

5) Please explain the org. culture in the airline stduand in your
company.

6) What is the characteristic of being a C/A?

7) What are the skills of a C/A?

Need Satisfaction

8) What is the need satisfaction in your life?

9) Please explain the life style of a C/A?

10)What is your motivation in being part of a cabiew®?

Rewards and
Benefits

11)How does “RewarPower” relate to your work performance
C/A?

12)What are the rewards and benefits that a C/A getswhich
rewards or benefits do you prefer?

13)What is the reward strategy in your company?

Female Gender
role

14)Please define “Thai Charm”.

15)How does Female gender role relate to passeng#isfaction?
Can it reduce conflict?

16)How can deep acting be replaced by surface acsmguhe
company’s policy and an individual
17)

18)What are the good points of Asian culture, whezoinmonly
places restraints on expression of emotions inigeibl
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Non-Verbal 21)Which of the following no-verbal communication do you thi
Communication are important for being a CA?

- Facial expression

- Tone of Voice

- Gesture
Emotional 24)Which of the following characteristics are impottéor cabin
Competence/ crew members?

Emotional Labour
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