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Abstract

Situational awareness is the perception of environmental elements and related events
in any period of time, understanding of meaning of event, anticipation or possibility of events or
sensitivity to upcoming situation. Situational awareness is therefore essential skill for managing medical
harms and errors in the patient care process by which management of harms is planed in advance.
For nursing practice, nurses should be promoted with effective situational awareness in four aspects
namely (1) Quality of nursing staff management includes increasing effective sensory perception; under

standing of situation with increase in knowledge, experience, and development of analytical thinking;
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practicing anticipation or imagination that emerged from incidences; and rehearsing work performance
using simulation (2) Management of instruments and technology supported-perception consists of
providing sufficient instruments with quantity and quality and developing assessment form to facilitate
documentation and guided practice (3) Effective and simple organization and (4) Establishment of a
supportive working environment and atmosphere includes providing learning environment and setting
creative working atmosphere. Readers could apply this to development of situational awareness for

themselves or nursing team in anticipation of events that might cause errors and unwanted events

as well as proper management and prevention and safety of patient care.

Keywords: Situational awareness, Essential skill for nursing practice
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Abstract

The transition from the analog to the digital age has required businesses to adjust their
products to reach consumers. Conventional advertising through radio or television programs has not
received the attention of consumers as in the past. More and more businesses choose to advertise
on online media. But one medium that, although it has been around for hundreds of years It is
also popular with brand owners in bringing their products to advertise. That is, movie media. Movie
media is considered to be an entertainment media that can reach the consumer groups widely and
widely. Often consumers’ viewing movies are stumbled by images of different brands appearing in the

content of that movie. Both smooth and not smooth to the eyes putting those products into
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this movie is also known as latent advertising. Latent advertising through good and successful

movie media is a great success. It must be able to create awareness, recognition and can lead to

consumer purchasing behavior. This article was compiled by a review of the film and analyzing data on

successful “Product Placement in Movies” and can be used as a useful case study for businesses to

present products to consumers.

Keywords: Movies, Product Placement, Brand
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Note: From “File: Three Mini-MINIs line up for The
Italian Job.jpg”, by Wikimedia, 2016, Retrieved
from https://commons.wikimedia.org/wiki/
File: Three Mini-MINIs_line_up for The_
Italian_Job.jpg
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Abstract

This article is part of a research project in order to develop 4 year (2019-2021) for the One
Tambon One Product development plan. Currently, the government’s policy has given importance
to speeding up economic promotion at the foundation level to reduce inequality, strengthening
the community economy Including the development and improvement of product quality and In
order to enter products with international standards. Under vision “Raise OTOP products to the Inter
national level” for OTOP entrepreneurs to be preparedness for development in a better direction.
The government has created a strategy to promote one Tambon One Product to be consistent with
the situation in the globalization era in order to develop OTOP products to be competitive. It is
consists of the strategy of promoting one Tambon One Product according to the National Economic
and Social Development Plan No. 11-12, Strategy for promoting one Tambon One Product According
to the 20-year national strategic plan, Strategy for promoting one Tambon One Product of government
organizations and Strategy of promoting one Tambon One Product in an integrated. The Strategic
preparation will be helpful in development OTOP products towards strength and sustainability. Also
as a guideline for the implementation of the promotion, support and development of community
enterprises and OTOP to achieve results in accordance with the policies of the government and the

country.

Keywords: Strategy of promoting one Tambon One Product, Promotion of One Tambon One Product,

One Tambon One Product
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Abstract

This article on the concepts of collective responsibility and local participation is to address
the people’s participation in local governance which includes (1) the participation concept of public

sectors’ management (2) concept on collective responsibility of local government, and (3) components
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of local government’s collective responsibilities. All three issues are addressed in the Constitution
B.E. 2540 and B.E. 2550 with an intention to encourage and to support collective responsibility in the
local governance, in particular, to convey all knowledge and ideas to benefit the improvement on
local administration performance. It is also a guideline to encourage people to express their opinions,
suggestions, participation in decision-making in the form of exercising consensus alternative, parti

cipation in the practice and participation in monitoring and evaluation in the local administration of

the local government organization.

Keywords: participation, local government, public management
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Abstract

Objectives of this research were (1) to survey the personal factors, knowledge and under
standing, attitude and behavior and the community participation in water management and water
conservation (2) to compare different personal factors and the community participation in water
management and water conservation and (3) to analyze factors affecting the community partici
pation in water management and water conservation. 1,000 samples were people who lived in the
conservative area. Statistics were descriptive staticstics, t-test and the analysis of one-way ANOVA and
multiple regression. Results of this research indicated that (1) most of sample were female, married,
age between 45-54 years old, the main occupation was private employee, primary education, the
average monthly income of 10,001-30,000 baht per month, 4-6 family members and the duration of
living in the area for more than 16 years, most opinions of respondents about the knowledge and
understanding, attitude and behavior and the community participation in water management and
water conservation were important levels (2) testing the different, it found that difference in age,
occupation, education level, monthly income number of family member and duration of living in
the area had the difference in the community participation in water management and water con
servation significantly at .05 level and (3) the hypothesis testing, it found that the influence result of
the knowledge and understanding, attitude and behavior in water management of community in the
conservative area found that they had the influence on the water management and water conser

vation significantly at .05 level.

Keywords: factors, water management and water conservation, participation in water management

and water conservation
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Fnsmine oovlat wu Funulavanuazyssnduius a 9ave Welddmiunisesnysuazauuansdudi
#1199
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AEARY: NEDANTYTUINTG, NMINaNval, EARIYA

Abstract

This qualitative research used focus group method for proposing integrated communication
guideline to promote Thai small and micro community enterprise image in digital era based on cross
cultural communication conceptual framework. Findings showed that integrated communication
guideline to promote Thai small and micro community enterprise image in digital era is consisted of (1)
accounting training (2) distribution channel training such as booths and exhibitions (3) advertising and public

relations material design and production for publishing via online distribution channel such as VDO clip and
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electronic poster (4) advertising and public relations material design and production for publishing via

offline distribution channel such as Point of Purchase communication materials (P.O.P) for booths and

exhibitions.

Keywords: integrated communication, image, digital era
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Abstract

With both advantages and disadvantages of social media, the researcher was interested in
conducting the research study of the analytical study of social media communication based on
Kant’s theory. The objectives of this study are (1) to analyze morality on social media (2) to analyze
Deontological Ethics of Kant and moral problems (3) to analyze social media problems and
Kant’s Ethics. The research result showed that, nowadays youths, teenagers, and adults are using
Facebook as their first selected social media. All social media problems were started from misconduct
using, improper comments, stealing & cheating chances as well as social media addiction resulted in

reducing the security of social media using. The online community are open for everyone to exchange
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information, enjoy convenient communication, Kant sees that some actions may be correct, such as

disseminating true information that does not desire compensation or using social media as a guideline

to improve the quality of life and affect the user. Others are considered encouragement to fellow

humans to be able to apply and improve their lives.

Keywords: Social Media, Ethics, Morality, Kant
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Abstract

The purposes of this mixed method research were to (1) survey the individual characteristics
of the elderly in Thailand (2) analyze the direct and indirect influence of integrated marketing com

munication strategies and customer relationship management that affecting the decision to buy furniture
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for the elderly in Thailand, and (3) find a model of integrated marketing communication strategy and
customer relationship management affecting buying decision of furniture for the elderly in Thailand.
the sample consisted of 600 elderly people, and data were collected by questionnaire and focus
group. the statistics employed in the research were descriptive statistics, path analysis and structural
equation model (SEM). The findings were as follows (1) the sample group were mostly female, aged
55-59 years, marital status, bachelor’s degree. and average monthly income 30,0001-40,000 baht.
Wanted to buy sanitary ware in the bathroom the most, buy from most furniture retailers, purchase
frequency was more than 12 months per each, purchase for prevent or reduce accidents in daily life.
Family members was influence on purchasing decisions and television as a channel for information
about furniture (2) integrated marketing communication and customer relationship management had
an indirect influence on purchasing decisions through psychological factors (3) a model of integrated
marketing communication strategy and customer relationship management affecting buying decision
of furniture for the elderly in Thailand are consistent with the empirical data ( X/ df =4.01( X°=
585.96, df=143), p-value=0.0000, RMR= 0.025, RMSEA=0.072, GFI=0.92, AGFI=0.85)

Keywords: integrated marketing communication, customer relationship management, buying decision,

furniture, elderly
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Abstract

The objectives of this study were to study service quality and customer loyalty of gold shop
in Rayong province and analyze service quality affecting customer loyalty of gold shop in Rayong
province. The sample consisted of 400 people who used the service from gold shop in Rayong
province by using a purposive sampling method. The statistics used in this study were descriptive
statistic as well as regression methods for hypothesis testing. Research results showed that the total
of service quality level is the highest level and also the total of customer loyalty level is the highest
level. In addition, the results of perception of service quality including the empathy of service and

the responsiveness had influenced the loyalty of the customers of gold shop in Rayong province

Keywords: Service Quality, Customer Loyalty, Gold Shop Business
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Abstract

This research is a qualitative research with the objective of studying concepts and the theory
of controlling a limited company by a single owner and to study the laws of a limited company by
a single owner, Act, by to compare between the law provisions of Thailand and foreign countries
as well as suggesting amendments to the laws relating to a limited company by a single owner to
be appropriate and able to enact laws regarding single owner of limited companies. In this study, it
are documentary research by collecting data from academic articles, books, textbooks, journals, and
information obtained from the internet or website, including theses and relevant laws both Thai and
foreign’ s. The result of the research shows that a limited company by a single owner has a special

characteristic in which the shareholder is the sole member of company and such shareholder may
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be the manager of the company too. For management of a single manager, there is only one right
action that should have legal measures to control the management of a limited company by a single
owner, including the specification of a single manager establishing measures for the preparation of
lecal acts, contracts of single managers made with the company or requirements in cases where
managers have interests in the company and maintaining capital and assets of the company and
issuing measures to control the management of a single member limited company in an appropriate

manner, etc.

Keywords: A limited company by a single owner, the sole shareholder of the capital, a single manager
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Abstract

This research used the mixed method. It aimed to study the elements of the Thai
language and culture program management for international schools in Thailand and the agile learner
characteristic which is a part of the research titled “Management Innovation for the Thai Language
and Culture Program of International Schools in Thailand Based on the Concept of Agile Learner
Characteristics”. The research instruments used were the content analysis table from 19 documents
and the conceptual framework evaluation form for its suitability by five experts. The data was
analyzed by frequency distribution and percentage. The findings were as follows (1) the conceptual
framework of the Thai language and culture program management for international schools in
Thailand composes of (1.1) curriculum development (1.2) instruction, and (1.3) evaluation (2) the
agile learner characteristics compose of three main domains with eight characteristics as follows. (2.1)
the Cognitive Domain composes of (2.1.1) being goal oriented, and (2.1.2) being a cognitive thinker
(2.2) the Affective Domain composes of (2.2.1) being eager, and curious to learn new ideas, and
(2.2.2) welcoming feedback and criticism (2.3) the Psychomotor Domain composes of (2.3.1) seeking
challenging situations (2.3.2) knowing what to do when facing uncertain situations (2.3.3) reacting

promptly to change and ineffective strategies, and (2.3.4) having highly effective interpersonal skills.

Keywords: Agile Leaner Characteristics, The Thai Language and Culture Program of International
Schools in Thailand, Program Management
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Introduction

The rise of the number of Thai national
students attending international schools has
ignited the question on the effectiveness of the
Thai language and culture program has to offer
the nation’s future leaders. According to the
International Schools Association of Thailand, there
were 52,000 students in the academic year 2016
growing from 29,747 students in the academic
year 2009 (Somboon, 2017). As claimed in Bangkok
Patana School’s website, the school has a diverse
student population of over 65 nationalities with
20% Thai nationality (B. P. School, 2020). While
ISB, International School Bangkok claims 22% of
Thai national students among 60 countries in the
school year of 2016-17 (Bangkok, 2016). NIST has
approximately 25.3% of Thai national students
among 60 nationalities (N. I. School, 2020). Thai
students in international schools are from well
economic status indicated by the range of tuition
fee starting from 250,000 to one million baht per
year (Admin, 2019). These students will most likely

become the future leaders in social, economic,

e —

and political sectors.

It is undeniable that we are living in a
world of rapid change. Technology has become
a main part of our lives that provides us with
conveniences in many ways, but it can become
a major threat to us as evidenced by the rise
of Artificial Intelligence. The academic contents
that schools teach students today might not be
useful for them to use at work or to live life with
in the future. The vision of the Thai language
and culture program for international schools
documented by the Office of the Private Edu
cation Commission (OPEC) states that the subject
of Thai language, culture and history is aimed to
develop student’s skills to communicate in Thai at
their fullest potential. Thai national students are
the vital manpower to the nation’s future, they
are to be good, capable and happy citizen living
lives according to Thai tradition and culture, and
adhering to the democracy of the constitutional
monarchy (OPEC, 2016). This clearly shows that

communication is one of the top leadership skills
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that leaders should have. A leader must be an
effective communicator at all forms (Doyle, 2019).
Hattori states that a leader must satisfy three
needs of others; communication, connection,
and understanding (Hattori, 2015, p.63).

Mr. Schleicher, the OECD Director for
Education and Skills states that schools can
equip students with knowledge, skills, attitudes
and values they need to thrive and shape
their world (Howells, 2018). In Britain, APPG or
All-Party Parliamentary Group for Education held
a meeting in May 2017 to discuss “How Well do
Schools Prepare Children for their Future?” They
see the importance of young people today to be
equipped with skills that allow them to be ada
ptable to changing circumstances. Though basic
literacy and numeracy skills are still essential
for their success in employment, soft skills, cha
racter and resilience are vital skills that are
lacking in young people claimed by most employers
(Kinahan, 2017). The Mitchell Institute for Education
and Health Policy at Victoria University, Australia
identifies four possible solutions that education
can prepare students to be ready in the future.
One of them is to enhance student’s capabilities
of both streams which are academic knowledge,
and the mindsets or characteristics needed to
navigate a changing society and economy (Torii
& O’Connell, 2017).

What schools need to do to craft future
leaders in supporting Thailand’s Vision 2037 that
indicates Thailand to become “a developed
country with security, prosperity and sustaina
bility in accordance with the Sufficiency
Economy Philosophy” (Board, 2018). Thailand Edu
cation National Plan has adopted the National
Strategy indicating that Thai citizen in 2037 are
to have the capability to develop the country

collaboratively, enable to adapt to the context

of future development, be mentally and phy
sically prepared and equipped with analytical and
life-long learning skills, be immune to change, be
culturally conscious mind and Thai identity, be
responsible, be a solid foundation to community,
society, and love the country and the monarchy
(Education, 2017). Therefore, international schools
in Thailand which house these future leaders
of the nation bear important role to provide
students with knowledge and skills needed in the
future. These Thai students are surrounded by
the international environment, they are and will
be growing up in the future of internationality.
Therefore, it is vital that the school’s Thai language
and culture program needs to prepare students
to be ready to encounter and handle any future
rapid changes in order to live life successfully in
both international and Thai contexts.

Teaching and learning Thai in inter
national schools have been a challenge to both
teachers and students due to multi-proficiency
levels in each class. Most international schools
use English as the medium of instruction. The
Ministry of Education (MoE, 2007) requires all
international schools in Thailand to provide and
teach the Thai language and culture class to Thai
national students one period of 50 minutes a day
and the minimum of five days per week. Thai
national students have opportunities to expose to
structured Thai literacy for only about 12% of their
day, let alone schools that are unable to comply
with this requirement. As the result, majority of
Thai national students in international schools
show limited abilities in their reading and writing
skills. The Thai curriculum used in international
schools proves the proclaimed statement. The Thai
language, culture and history curriculum revised
in 2015 by the Office of the Private Education

Commission indicates lower learning expectations
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comparing to the National Thai curriculum used
in Thai schools. This could lead to the difficulty
in reaching the objectives of the Thai language
and culture program mentioned previously.

Many international schools design their own
curriculum and self-create the learning materials
and textbooks to best serve their student’s Thai
proficiency. The nature of student body in Thai
class in international schools is the combination
of multi proficiency levels. There are students
who begin their early year in international schools,
they find learning Thai is too hard, and become
demotivate to learn Thai. Also, students who
later on decide to transfer from Thai to inter
national schools, they find Thai class is too
easy and not challenging enough to keep them
engaged. They gradually lose their Thai skills due to
being inactive during class. This poses a challenge
on instructions and a threat to Thailand’s future
leaders. Having low Thai language skills and Thai
cultural understanding mean that Thai students
in international schools are lacking one of the
most important skills that leaders must have that
is the communication.

In search of preparation for Thai national
students in international schools to be ready for
a changing world and to motivate them to fully
engage in learning Thai have led the focus towards
the concept of agile learner characteristics. What
is an agile learner? How might it solve mentioned
problems? The Cambridge Dictionary defines
agile as being able to think quickly and clearly.
The Oxford Dictionary defines agile as being able
to think and understand quickly. According to
Spurgin, agile learners are ready for change and
new learning, they are able to use what they know
with new knowledge in new situations (Spurgin,
2016). As quoted in Galagan’s article, Korn Ferry
which is a leading global leadership, people

and organizational advisory firm defines “highly
agile leaners as those who learn from past ex
periences and then apply what they learned to
new situations, continually acquire new skills.
Face new challenges, and perform well under
changing conditions and ambiguity” (Galagan,
2015). Agile learners are proactive and always
on the lookout to learn. They are engaged and
inspired by the learning process. Their inter
personal skill is high and being used effectively.
When coming across with any difficulties or
problems, agile learners are not afraid to speak
up or speak to as many people to gather as much
information needed to accumulate all possibilities
to solve the problem. They are comfortable to be
out of their comfort zone and enjoy being in the
learning zone where in which sustains their success
in the world of rapid changes. As cited in Valcour’s
article (Valcour, 2015), David Peterson, director
of executive coaching and leadership at Google
says, “Staying within your comfort zone is a good
way to prepare for today, but it’s a terrible way to
prepare for tomorrow”. Agile learners understand
that they are capable of changing themselves,
behaving intelligently, engaging more effectively
in virtuous practice, and successfully addressing
difficult problems (Anderson, 2017).

The Thai language and culture program
management that emphasizes on instilling agile
learner characteristics in today’s students would
enhance the level of motivation in learning Thai
and also prepare students to be ready for the

future.

Objectives

1. To study the conceptual framework
of the Thai language and culture program mana
gement for international schools in Thailand.

2. To study the conceptual framework of
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the agile learner characteristics.

Literature review

This research was to study on the concepts,
theories and practices from literature reviews,
thesis and various research studies relating to the
Thai language and culture program management
and the agile learner characteristics.

1. Thai language and culture program
management

This study covered the standard criteria
for the accreditation of international schools from
four organizations which are Western Association
of School and Colleges (WASC), The New England
Association of Schools and Colleges (NEASQ),
The Council of International Schools (CIS), and
Education Development (EDT). International
schools in Thailand are required by the Thai
Ministry of Education to be accredited by one of
the international organizations providing accredi
tation (WASC, NEASC, CIS, or EDT). Unpa
cking the standard criteria for accreditation in re
lation to program management was employed
to obtain the elements of the Thai language and
culture program management. The procedures
for the Thai language and culture program mana
gement provided by Office of the Private Education
Commission (OPEC, 2016) was also studied to
formulate a conceptual framework.

2. Agile learner characteristics

Definition of agile learner, its charac
teristics, and its importance for students to
become an agile learner from various researches
and articles were studied. The synthesis of agile
learner characteristics was conducted to formulate
a conceptual framework.

The literature review showed three
components of the Thai Language and Culture

Program Management which are curriculum

development, instruction and evaluation. The
agile learner characteristics consist of eight
characteristics which are grouped into three

Bloom’s Taxonomy domains.

Conceptual Framework

The related concepts, theories and
researches in the areas of management for the
Thai language and culture program of international
schools in Thailand according to the concept of
agile learner characteristics were studied, analyzed
and synthesized data into conceptual framework
for this research as follows.

1. The Thai language and culture program
management in this research is the standard
criteria to support high-quality student learning
and ongoing school improvement documented
by the four international organizations providing
educational accreditation (WASC, NEASC, CIS, or
EDT), which includes (1) curriculum development,
(2) instruction, and (3) evaluation.

2. The agile learner characteristics in
this research consist of 8 characteristics which
are grouped into three domains based on the
Bloom’s Taxonomy of Learning domains (Bloom,
2006) after the synthesis its characteristics from
Lombardo & Eichinger (2000), De Meuse & et al.
(2010), Hallenback & et al. (2011), Mitchinson &
Morris (2012), Lewis & et al. (2014), Burke (2015),
Hallenbeck (2016), and Anderson (2017) as
follows.

2.1. Characteristics in cognitive domain
consist of (1) being goal-oriented, (2) being a
cognitive thinker

2.2. Characteristics in affective domain
consist of (1) being eager and curious to learn
new ideas, (2) welcoming feedback and criticism

2.3. Characteristics in psychomotor

domain consist of (1) seeking challenging situ
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ations, (2) knowing what to do when facing with un
certain situations, (3) reacting promptly to change
and ineffective strategies, and (4) having highly

effective interpersonal skill

Methodology

This study was the mix method research
which had four steps of research process. The
qualitative research was employed in step 1
to 3 to obtain the concepts of Thai language
and culture program management and the agile
learner characteristics. The quantitative research
was employed in step 4 to validate the concepts
obtained in step 3. The research process is as
follows.

Step 1: Design a research instrument for
literature reviews using the content synthesis
form in two parts.

Part I: The synthesis form for the con
ceptual framework of the Thai language and
culture program management

Part Il: The synthesis form for the con
ceptual framework of the agile learner cha
racteristics

Step 2: Study related literature, theories
and thesis to the conceptual frameworks in the
total of 19 documents.

1. Related literature to the Thai language
and culture program management

1.1. The Thai languasge, culture and history
curriculum for international schools by the Office
of the Private Education Commission (OPEC, 2016)

1.2. The accreditation criterion of the
Accrediting Commission for Schools, Western
Association of Schools and Colleges (WASC, 2016)

1.3. The accreditation criterion of the
New England Association of Schools and Colleges
(NEASQ)

1.4. The accreditation criterion of the

Council of International Schools (CIS)

1.5. The accreditation criterion of the
Education Development (EDT)

2. Related literature to the agile learner
characteristics

2.1. Five characteristics of agile learners by
Lombardo and Eichinger (Lombardo & Eichinger,
2000)

2.2. Seven Factors of learning agility by
De Meuse cited in Flora (Flora, 2016)

2.3. Three attributes of learning agility
by Lewis, Orr and Buxton (Lewis, Orr, & Buxton,
2014)

2.4. Seven profiles of high learning
agility people by Hallenbeck, Swisher, and Orr (G
Hallenbeck, Swisher, & Orr, 2011)

2.5. Five characteristics of agile learner
by Mitchinson and Morris (Mitchinson & Morris,
2012)

2.6. Nine cognitive and behavioral
processes constructing learning agility by Burke
cited in Jaw-Madison (Jaw-Madson, 2015)

2.7. Four sets of behaviors of agile learners
referred by Hallenbeck from the CCL’s research
(George Hallenbeck, 2016)

2.8. Seven characteristics of agile learners
by Anderson (Anderson, 2017)

3. Related theses

3.1. A Study of Thai Language and
Culture Curriculum Implementation in International
Schoos Accredited by Overseas Organization in
Bangkok (Vacharakittanond, 2008)

3.2. A Study of Academic Administration
of International Schools in Bangkok Metropolis
and Vicinity (Trongtorgarn, 1997)

3.3. Feasibility study of establishing the
International School, According to the Philosophy
of Agile in Thailand (Kotarak, 2017)

3.4. Factor Affecting Thai parents’ De
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cisions on Sending their Primary Aged Children
to a British Curriculum International School in
Thailand (Thongtua, 2009)

3.5. State and Problems of the Admin
istration of Thai Language and Culture Program
of International Schools (Lertprasertkong, 2009)

3.6. The Scenario of International Private
Primary Schools in the Next Decade (Phiewthon,
2019)

Step 3: Analyze and synthesize qualitative
data from literature reviews with content analysis
and frequency.

Step 4: Evaluate the conceptual fram
ework’s feasibility and suitability by five experts
as follows.

1. Identify all vital points from step 2
to draft the conceptual framework of the Thai
language and culture program management and
the conceptual framework of the agile learner
characteristics. There were five informants
selected based on these criteria; 1) being an expert
in the area of Thai language and culture program
management, 2) being an expert in the area of
agile learner characteristics, and 3) being an expert
in the area of research.

2. The experts evaluated the feasibility
and suitability of the conceptual frameworks by
providing inputs, insights, and suggestions in the
open-ended questions. The process used the

quantitative data collection.

Population and Sample

Population and sample for this research
were divided into two parts as follows.

1. Literature reviews, various research
studies, theories, and practices relating to the
concept of Thai language and culture program
management, and agile learner characteristics were

utilized in the total of 19 documents. There were

5 documents and 6 theses obtained in relation
to the concept of the Thai language and culture
program management for international schools
in Thailand, and 8 documents in relation to the
agile learner characteristics.

2. The purposive sampling was used
to in order to have key informants who are
qualified experts or have experiences in one of
these areas; the Thai language and culture program
management, the agile learner characteristics, and
the research. There were five experts in all; two
are in the area of the Thai language and culture
program management, the other two are in the
area of agile learner characteristics, and one in

the area of innovation development.

Research Tools

1. Content synthesis form on the concept
of Thai language and culture program manag
ement and the agile learner characteristics

2. Conceptual framework evaluation form
for the research titled Management innovation
for the Thai language and culture program of
international schools in Thailand based on the
concept of agile learner characteristics consists
of 2 parts which are Part I) the conceptual fra
mework evaluation form for the suitability of each
element, and Part Il) open-ended questions for

additional suggestions

Data Collection

1. Literature reviews, related textbooks,
theories, and researches to the concept of Thai
language and culture program management,
agile learner characteristics, and innovation deve
lopment were studied. At this step, the content
analysis was conducted to summarize and organize
vital factors with frequency, to analyze factors

into groups, to synthesize their relations, and to
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finalize the conceptual framework for the research.
2. The quantitative data collection from five

experts in the areas of Thai language and culture
program management, agile learner characteristics,
and management innovation was conducted in
order to evaluate the conceptual framework as
following steps.

2.1. Emailed the conceptual framework
evaluation form to all five selected experts.

2.2. Each expert validated the conceptual
framework with the quantitative data collection
using the conceptual framework evaluation form.
The experts examined the suitability, the content
validity, and added suggestions in open-ended
questions.

2.3. Summarized all data and sub

mitted to the Advisor for further comments.

Statistical Analysis

This study was the mixed method research
that used qualitative data collection aligning with
the research objectives as follows.

1. To obtain the elements for the
conceptual framework of the Thai language and
culture program management and the agile learner
characteristics, the content synthesis form based
on literature reviews and related researches was
employed as the research tool. The statistics
employed were frequency and content analysis

in order to formulate the conceptual framework.

2. The conceptual framework evaluation
form was used as the research tool to find cor
relation between the conceptual framework
and the research objectives by the experts. The
content analysis was conducted to analyze the
expert’s suggestions on the suitability of the

conceptual framework.

Result

This study presents the findings in three
parts.

Part I: Review related literature and
researches

The concepts of Thai language and
culture program management and agile learner
characteristics were analyzed in order to identify
the conceptual framework for the research titled
“Management innovation for the Thai language
and culture program of international schools in
Thailand based on the concept of agile learner
characteristics”. The details of the conceptual
framework are as follows.

1.1 The Thai language and culture
program management analyzed and synthesized
from the standard criteria to support high-quality
student learning and ongoing school improvement
documented by the four international orga
nizations providing educational accreditation
(WASC, NEASC, CIS, or EDT), and OPEC.
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Table 1

Synthesis of the Thai language and culture program management

Program Management WASC NEASC

Cls EDT OPEC

Conceptual Framework

For Program Management

What students learn criterion v

Curriculum learning outcomes v

The Curriculum (Domain C)

The Curriculum (Standard 4)

Curriculum Development

Development of school’s Thai

language, culture & history program

How students learn criterion v

Expected teaching practices v

Teaching and Assessing for Learning

(Domain D)

Instruction

Teaching learning and assessment
(Standard 3)

Curriculum implementation

How assessment is used criterion v

- classroom assessment strategies

How assessment is used criterion — v

reporting & accountability processes

Principles of assessment exists v

Appropriate definition of high-qua
lity learning & identified expected
learning outcomes at each stage of
a student’s pathway through the

school (Domain A7)

Evaluation

The standards reached by students
in their work and the progress they
make (Standard 1)

Curriculum monitoring and evalu

ation

According to the table 1, the Thai
language and culture program management for this
research consists of 1) curriculum development,
2) instruction, and 3) evaluation. The concept was
synthesized from documents related to program
management of Office of the Private Education
Commission of Thailand Ministry of Education
(OPEC, 2016) and four western accreditation
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organizations which are Western Association of
School and Colleges (WASC), the New England
Association of Schools and Colleges (NEASQ),
the Council of International Schools (CIS), and
Education Development (EDT).

1.2 The concept of agile learner cha
racteristics was synthesized from various researches

conducted by Lombardo and Eichinger (Lombardo




& Eichinger, 2000), De Meuse cited in Flora (Flora, (George Hallenbeck, 2016), and articles of Lewis,
2016), Mitchinson and Morris (Mitchinson & Mo Orr, and Buxton (Lewis et al., 2014), Hallenbeck,
rris, 2012), Burke (Jaw-Madson, 2015), Hallenbeck Swicher , and Orr (G Hallenbeck et al., 2011).

Table 2

Synthesis of the Agile Learner Characteristics

Concept

Agile Learner

Characteristics

Lombardo & Eichinger 2000

DeMeuse, Dai,& Hallenbeck

2010

Hallenbeck, Swisher,& Orr

Conceptual

Framework

Mitchinson & Morris 2012
Lewis, Orr,& Buxton 2014
Burke (cited in Jaw-Madson)

Hallenbeck 2016

2015

2011
Anerson 2017

Being eager to learn about self, others,

and ideas

<

Change Alacrity

Intellectual curiosity

Thought Leaders

v to learn new ideas

Being eager and curious

Flexibility

Experimenting

Sense making

Apply effort to learn something new

Showing genuine willingness to learn
from feedback and experience and
change their behavior and viewpoints

as result.

Feedback Responsiveness

Take time to reflect on their experiences

Open to learning and resist the tempt
ation to become defensive in the face

of adversity

Welcoming feedback

Feedback Seeking

v and criticism

Reflecting

Internalizing

Celebrate success of others and learn

from them

Learn from feedback and criticism

Seek help and support

Learn from mistakes

Being interested in helping people think

and experiment

Interpersonal Acumen
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Emotional intelligence v

Champions v
Having highly effective

Dipl

lplomats v interpersonal skill

Energizers v

Interpersonal Risk Taking v

Collaborating v

Being resilient and philosophical about v

what happens.

Environmental Mindfulness v

Not afraid to challenge the status quo v

Calm in the face of difficulty v Seeking challenging

Purposefully be in challenging situations v situations

Performance Risk Taking v

Seeking opportunities for development v

Embrace challenges v

Persist when encountering difficulty v

Being uncompromising with their v

notions that are well-thought-through

ideas and logic.

Cognitive Perspective y Being a cognitive thinker

Pillars v

Information Gathering v

Drive to Excel v

Self-insight y Being goal- oriented

Trailblazers v

Tolerance of ambiguity v Knowing what to do

Problem Solver v when facing with
uncertain situations.

Speed v Reacting promptly to

Applying y change and ineffective
strategies.

According to the table 2 and 3, the agile
learner characteristics for this research consist
of characteristics in three domains based on the
Bloom’s Taxonomy of Learning domains (Bloom,
2006) which are (1) Cognitive Domain consists
of two characteristics; (1) Being goal oriented,
and (2) Being a cognitive thinker, (2) Affective

Domain consists of two characteristics; (1) Being

eager and curious to learn new ideas, and (2) Wel
coming feedback and criticism, and (3) Psy
chomotor Domain consists of four characteristics;
(1) Seeking challenging situations, (2) Knowing
what to do when facing uncertain situations, (3) Re
acting promptly to change and ineffective st
rategies, and (4) Having highly effective inter

personal skills.
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Table 3
Synthesis of the Agile Learner Characteristics grouped by basing on the Bloom’s Taxonomy of

Learning domains (Bloom, 2006)

Bloom’s Cognitive Affective Psychomotor
domain domain domain

learning domains
Agile learner characteristics
Being eager and curious to learn new ideas v
Welcoming feedback and criticism v
Having highly effective interpersonal skill v
Seeking challenging situations v
Being a cognitive thinker v
Being goal oriented v
Knowing what to do when facing with uncertain situations. v
Reacting promptly to change and ineffective strategies. %

Part Il: Conceptual framework validation by the
experts

The conceptual framework evaluation by
five experts in the area of the Thai language and
culture program management, the agile learner
characteristics, and the innovation development
revealed as follows.

2.1 The conceptual framework validation
result of the Thai language and culture program
management showed suitability in all elements.

2.2 The overall conceptual framework
validation result of the agile learner charac
teristics showed suitability with the percentage
of 95, and the percentage from 80.00 - 100.00
in every element.

2.3 The synthesis of the experts’ sug
gestions revealed the following.

2.3.1 The concept of the Thai language
and culture program management should include
the process of revising curriculum after com
pleting the process of curriculum evaluation. The
participative management was suggested to be

used in drafting management innovation.

2.3.2 The concept of agile learner
characteristics shows explicit definitions in general.
However, a few definitions need adjustments in
order to explicitly define the intended charac
teristic. The characteristics should include
showing Thai identity as well.

Part Ill: The final conceptual framework
for the Thai language and culture program mana
gement according to the concept of agile learner
characteristics

The adjustment as suggested by the
experts were conducted, and later presented
to the Advisor for final adjustments resulted as
follows.

1. Thai language and culture program
management means curriculum development,
instruction, and evaluation that equip learners
with agile learner characteristics.

1.1. Curriculum development means
to identify learning outcomes that align with the
need of Thai and global societies, to identify
learning standard basing on proficiency level,

and to design learning units by integrating Thai
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language and culture into global situations.

1.2. Instruction means to identify lea
rning objectives aligning with learning outcomes.
To construct authentic learning activities con
necting to community and engaging learners
at each proficiency level, to construct learning
tools and materials to be accessible anytime and
anywhere, and to identify assessment evidences
suitably to each learner differences.

1.3. Evaluation means to examine
learner’s quality according to indicated learning
outcomes, to examine curriculum’s suitability
to Thai and global societies, to examine the ins
tructions reflecting on differences of each learner,
and to utilize the curriculum evaluation’s result to
further develop learner to be ready for the future.

2. Agile learner characteristics of this
study mean the learning behaviors in Thai class
of international schools that react promptly to
new situations and lead to success indicated in
the curriculum, consisting of characteristics in the
cognitive domain, the affective domain, and the
psychomotor domain.

2.1 Characteristics in the cognitive
domain mean behaviors that involve learner’s intel
lectuality consisting of being goal-oriented and
a cognitive thinker.

2.1.1 Being goal oriented means a learner
who sets his goals and clearly practices to reach
them with moral, ethics, and Thai identity.

2.1.2 Being a cognitive thinker means
a learner who is capable of examining data
thoroughly and systematically in order to obtain

suitable directions.

2.2 Characteristics in the affective domain
mean behaviors that involve learner’s feeling and
emotions consisting of being eager and curious
to learn new ideas and welcoming feedback and
criticism.

2.2.1 Being eager and curious to learn
new ideas means a learner who is active to
learning and finding unknown answers.

2.2.2 Welcoming feedback and criticism
mean a learner who uses others’ opinions as a
factor of self-development.

2.3 Characteristics in the psycho
motor domain mean behaviors that involve
learner’s skillful performance consisting of seeking
challenging situations, knowing what to do when
facing uncertain situations, reacting promptly to
change and ineffective strategies, and having
highly effective interpersonal skills.

2.3.1 Seeking challenging situations
means a learner who looks for various events as
ways to progress his learning.

2.3.2 Knowing what to when facing
uncertain situations means a learner who is
able to identify problems and promptly provide
suitable solutions.

2.3.3 Reacting promptly to change
and ineffective strategies means a learner who
is aware of the constant changes and is always
ready to adjust the ways of doing things to match
up those changes.

2.3.4 Having highly effective inter
personal skills means a learner who is able to
clearly and precisely perform two ways com
munication utilizing Thai reading, listening,

speaking and writing skills.
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Thai Langnage & Culture Program
Management

of international schools in Thailand

Synthesized fiom WASC, NEASC, CIS, EDT, OPEC
1. Curriculum Development

1.1. Identify learning outcomes

1.2. Identify learning standards

1.3. Develop learning units
2. Instruction

2.1. Identify learning objectives

2.2. Construct learning activities

2.3. Construct learning tools

2.4. Identify assessment evidences
3. Evaluation

3.1. Examine learner's quality

3.2. Examine curriculum

3.3. Examine instruction

3.4. Revise curriculum based on

curriculum evaluation's result

Agile Learner Characteristics

Synthesized from Lombardo & Eichinger (2000), De Meuse & et
al. (2010), Hallenback & et al. (2011), Mitchinson & Morris
(2012), Lewis & et al. (2014), Burke (2015), Hallenbeck (2016),
Anderson (2017)

1. Characteristics inCognitive Domain
1.1. Being goal-oriented
1.2. Being a cognitive thinker

2

Characteristics inAffective Domain

2.1. Being eager & curious to learn new
ideas

2.2. Welcoming feedback & criticism

3. Characteristics inPsychomotor Domain

3.1. Seeking challenging situations

3.2. Knowing what to do when facing
uncertain situations

3.3. Reacting promptly to change &
ineffective strategies

3.4. Having highly effective interpersonal
skills

Figure 1 Final Conceptual Framework of the Study

Discussions

The findings of this research were the
conceptual framework of the Thai language and
culture program management and the conceptual
framework of agile learner characteristics.

1. The conceptual framework of the Thai
language and culture program management

The Thai language and culture program
management means the curriculum development,
the instruction, and the curriculum evaluation that
equip learners with agile learner characteristics.
1) Curriculum development means to identify
learning outcomes that align with the need of Thai
and global societies, to identify learning standard
basing on proficiency level, and to design learning
units by integrating Thai language and culture into
global situations. 2) Instruction means to identify
learning objectives aligning with learning outcomes,
to construct authentic learning activities con
necting to community and engaging learners

at each proficiency level, to construct learning

tools and materials to be accessible anytime and
anywhere, and to identify assessment evidences
suitably to each learner differences. 3) Evaluation
means to examine learner’s quality according
to indicated learning outcomes, to examine cur
riculum’s suitability to Thai and global so
Cieties, to examine the instructions reflecting on dif
ferences of each learner, and to utilize the
curriculum evaluation’s result to further develop
learner to be ready for the future.

This conceptual framework aligns perfectly
with the report titled “Curriculum innovation in
schools” by the Office of Standards in Education of
UK (Ofsted, 2008). The report shows four categories
of curriculum innovation that are organizing the
curriculum in the inter-disciplinary manner instead
of a stand-alone subject, being flexible with the
time used in curriculum depending on student’s
learning needs, providing various curriculum tracks
to meet various student’s learning needs and

interests, and developing student’s academic
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skills along with social skills. Lee also states that
the instruction innovation involves teachers being
creative in designing learning activities that suit
differences among each student’s learning needs
and interests and lead to learning success (Lee,
2008). The OECD paper titled “Assessment and
Innovation in Education” argues on assessments
and examinations that measure student’s learning
in interdisciplinary subjects will provide teachers
with more opportunities to deliver innovative
strategies on teaching and learning in classroom.
The variety of assessments to suit individual is
encouraged in order to obtain reliable data on
student’s performance and motivate their lifelong
learning desire (Looney, 2009). The Thai language
and culture program management is an essential
element to develop Thai national students who
will become future leaders of the nation. The
program is to craft students to be effective Thai
communicators, to be good and moral citizen
who live happy life in both Thai traditional and
global contexts, and to be knowledgeable and
skillful to integrate knowledge and experiences
suitably to situations.

2. The conceptual framework of agile
learner characteristics

Agile learner characteristics mean the
learning behaviors in Thai class of international
schools that react promptly to new situations
and lead to success indicated in the curriculum,
consisting of characteristics in the cognitive
domain, the affective domain, and the psy
chomotor domain. 1) Characteristics in the cog
nitive domain mean behavior that involve learner’s
intellectuality consisting of being a goal oriented
and a cognitive thinker. 1.1) Being goal oriented
means a learner who sets his goals and clearly
practices to reach them with moral, ethics, and

Thai identity. 1.2) Being a cognitive thinker means

a learner who is capable of examining data
thoroughly and systematically in order to
obtain suitable directions. 2) Characteristics in the
affective domain mean behaviors that involve
learner’s feeling and emotions consisting of
being eager and curious to learn new ideas and
welcoming feedback and criticism. 2.1) Being eager
and curious to learn new ideas means a learner
who is active to learning and finding unknown
answers. 2.2) Welcoming feedback and criticism
mean a learner who uses others’ opinions as a
factor of self-development. 3) Characteristics in
the psychomotor domain mean behaviors that
involve learner’s skillful performance consisting
of seeking challenging situations, knowing what
to when facing uncertain situations, reacting
promptly to change and ineffective strategies, and
having highly effective interpersonal skills. 3.1)
Seeking challenging situations means a learner who
looks for various events as ways to progress his
learning. 3.2) Knowing what to when facing
uncertain situations means a learner who is
able to identify problems and promptly provide
suitable solutions. 3.3) Reacting promptly to
change and ineffective strategies means a learner
who is aware of the constant changes and is
always ready to adjust the ways of doing things
to match up those changes. 3.4) Having highly
effective interpersonal skills means a learner who
is able to clearly and precisely perform two ways
communication utilizing Thai reading, listening,
speaking and writing skills.

We are dealing with rapid changing world.
Education is a main vehicle to deliver students to
their future destination readily equipping them
with skills and experiences to encounter the
world ahead of them. The OECD paper titled “The
Future of Education and Skills Education 2030”

discussed what knowledge, skills, attitudes and
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values today’s students will need to encounter
their future world and how schools can deliver
them effectively. The paper revealed the fol
lowing; need for new solutions in a rapidly
changing world, need for broader education goals
(individual and collective well-being), learner
agency in navigating through a complex and
uncertain world, need for a board set of
knowledge, skills, attitudes and values in action,
competencies to transform our society and shape our
future, and design principles for moving toward an
eco-systemic change (Organisation for Economic &
Development, 2018). In the research of Korn/Ferry
International shows validation of learning agility
as a reliable indicator of potential for leadership
roles (G Hallenbeck et al., 2011). Along the same
idea, Anderson claims that “We need learners
who can respond to new, novel problems in a
disruptive world” (Anderson, 2017).

3. Concerned Factors: International
schools usually have their mission to drive their
students to achieve academic and personal
potential. Conducting a study on mission of in
ternational schools that utilize British, American, and
International Baccalaureate curriculum might
reveal some characteristics that are beneficial
to this research.

In summary, the Thai language and culture
program management of international schools in
Thailand based on the concept of agile learner
characteristics shows high reliability to instill
essential characteristics into Thai national students

of international schools in Thailand to enhance

motivation level in learning Thai which resulted
in high quality Thai citizen to encounter with

future changing world.

Recommendation

1. Recommendation for using the research
result

1.1. School administrators of inter

national schools are able to utilize the conceptual
framework for managing the Thai language and
culture program in the areas of curriculum de
velopment, instruction, and curriculum eva
luation in order to instill agile learner charac
teristics in students so that they are well prepared
to encounter a disruptive world.

1.2. Researchers, educators, or school
administrators are able to extend the conceptual
framework in their researches in order to develop
the Thai language and culture program mana
gement where in which agile learner characteristics
are integrated.

2. Recommendation for further research

2.1. Study the needs for development
of the Thai language and culture program mana
gement according to the concept of agile learner
characteristics by studying its currents and desired
states.

2.2. Develop management innovation
for the Thai language and culture program of
international schools in Thailand according to
the concept of agile learner characteristics by

presenting new management model.
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Abstract

This research used Mixed Method research. The purpose of this research was to study the
conceptual framework of management of Private Higher Education Institutions. The research instrument
used were content analysis table from 27 documentaries and the questionnaire of the conceptual

framework evaluated its appropriateness by 5 experts. The data was analyzed by frequency distri
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bution, content analysis and I0C (Index of item Objective Congruence--I0C). The findings were
as follows. (1) the conceptual framework of management of Private Higher Education Institutions
Composes of (1.1) curriculum development, (1.2) instructional management, (1.3) student affairs,
and (1.4) learning measurement and evaluation. The conceptual framework of future work skills
composes of 4 competency domains with 18 key skills including (2.1) personal skills; (2.1.1) agility
and resilience (2.1.2) effective oral and written communication (2.1.3) entrepreneurialism and (2.1.4)
service orientation, (2.2) people skills; (2.2.1) social intelligence (2.2.2) cross cultural competency and
(2.2.3) virtual collaboration, (2.3) knowledge application skills; (2.3.1) sense making (2.3.2) novel and
adaptive thinking (2.3.3) cognitive load management and (2.3.4) curiosity and active learning, (2.4)
workplace skills; (2.4.1) new media literacy (2.4.2) design mindset (2.4.3) transdisciplinary approaches
(2.4.4) computational thinking (2.4.5) critical thinking (2.4.6) complex problem-solving and (2.4.7)

judgment and decision making.

Keywords: management of Private Higher Education Institutions, future work skills
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Abstract

The objectives of this research were to study the factors of structural holes in senior
managers’ consulting network, the determinant of MSMEs’ competitiveness, and the cor
relation between the benefits from structural holes and the competitiveness of MSMEs. This quan
titative research used questionnaires to collect data from senior managers of MSMEs in the People’s
Republic of China. Independent variables were composted of two dimensions of structure hole in
cluding richness and diversity while dependent variable was ability of the managers to deal with
sudden difficulties and industrial policy changes. Pearson Correlation and One-Way ANOVA were
employed to test the relationships amoung the variables. The findings of this study revealed that
there was a significant relationship between structural holes in senior managers’ consulting network
and MSMEs’ competitiveness. The findings also showed the intrinsic value of structural hole in top
managers’ consulting network, providing a new perspective about about how MSMEs could survive
and develop in the current highly market competition situation of the People’s Republic of China.
It also provides a theoretical and practical reference for high-level managers in how to choose,
shape and optimize their social networks, in order to increase the competitiveness, to achieve the

developmet of MSMEs.

Keywords: Competitiveness of MSME, Senior managers’ Consulting Network, Social Network, Structure
Hole
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Introduction

Based on the current situation of China,
since premier Li Kegiang put forward the idea
of “mass entrepreneurship and innovation” in
September 2014, by the promotion and support
of the Chinese government, the free market
has basically taken shape after 2018. The ¢o
vernment has not only greatly reduced its
control over the market, but also pro
mulgated a series of supportive policies for MSMEs
and a large amount of financial support. The
competitive advantage of MSMEs gradually returns
to the market. According to the in-depth market
research and investment strategy analysis report
of Chinese MSMEs, China has 23,280,000 MSMEs
until 2019, of which 97.3 percent are small and
micro-businesses. The density of MSMEs in China
is 16.792 per 1000 people, in 2019. (SME Finance,
2019). MSMEs contributed 60 percent of China’s
GDP, 50 percent of tax revenue, and 80 percent
of urban employment. In addition, there is more

than 65 percent of China’s invention patents,

75 percent of technological innovation, and
80 percent of new product development are
supported by the MSMEs (Chinabgao, 2018). MSMEs
are the fundamental force of China’s economic
development, today. However, most of MSMEs are
difficult to draw advantages from the resources
of talent, capital, and technology. It significantly
restricts these MSMEs to survive and grow in the
fierce market competition.

Most MSMEs in China are private or
family businesses and they have been rooted in a
special cultural background, which emphasizing coo
peration and relationship. There are many concepts
from different aspects in the study of Chinese social
relationship, such as “relational ontology” (Liang,
2011), “the pattern of difference sequence in
relationship” (Fei, 2005), “relationship orientation”
(He, Cheng, & Zhao, 2004) based on “fundamental
interpersonal relationship orientation” (Schutz,
1958), and “Confucian Relationalism” (Huang,

2006), all of them directly or indirectly support
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that the operation and management process of
MSMEs is inseparable from the informal systems
and social relationship, and the communication
and connection behaviors of entrepreneurs or
senior managers cannot be established without
the social relationships. In the book “the trust
game of Chinese”, Luo and Ye (2007) has also
pointed out that Chinese management has its own
peculiarity, it is formed by the connecting process
between the internal and external network of
organizations, and it helps MSMEs to overcome
some difficulties that cannot be solved by a formal
system or relationship, like the pressure or crisis
from capital, personnel, technology, and market.

Consequently, top managers of Chinese
MSMEs often play an indispensable comple
mentary role in the formal system. The consulting
relationship network between senior management
and external individuals is especially important
for the competitive advantages, it has become
one of the bases for MSMEs to build competitive
advantages.

The resources needed by an MSMEs’
development is usually in the hands of other
organizations or individuals. In order to survive
and develop, the enterprise has to obtain these
resources from the external environment. When
such resource acquisition and dependence
relationships are persisted, a network is formed
for the enterprise to acquire needed resources.
Enterprises are involved in an environment
composed of various relationship networks, and
the channels of resource acquisition come from
the network. Based on the above understanding,
Granovette (1973) gave an important conception
of “Embeddedness” and noticed that an individual
or enterprise’s network is an important factor in
their behavior and performance. Therefore, an

enterprise is not a self-acting independent entity

but should be placed in the network for analyzing.
The conception of embeddedness has caused a
great enthusiasm for the scholars to employ the
social network theory and method to study the
enterprise strategy. It forms a frontier field of

management research.

Statement of Problems

The network represents that an enterprise
embedded is an important form of interaction
between internal and external of the enterprise.
The carrier of the interactive relationship in
the network of an enterprise is essentially the
person in the network, who is a boundary spanner.
Undoubtedly, top managers of an enterprise
are the most important group of these people.
Enterprises generally rely on their senior mana
gers to establish connections and build networks
with outside relationships, particularly is the
consulting network built by senior managers for
the development of the enterprise. This kind
of consulting network constructed by senior
personnel is an important channel for enterprises
to obtain resources and information, and also
an important type of embedding of enterprises’
networks. However, from the current researches,
the analysis of how the consulting network of
senior managers affects the enterprise per
formance is insufficient.

In a relatively small number of relevant
studies, some scholars have discussed whether
the social relations owned by senior managers will
have an impact on the performance of enterprises
and whether the use of government relations and
business relations by senior managers will increase
the performance of enterprises. However, these
researches only focus on the degree of utilizing
the social connections of senior managers, they

haven’t discussed the influence of the network
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and its structural characteristics on personal
relationships. Other researches only analyzed the
characteristics of the relationship between bu
siness managers and competitors in the in
dustry. Thus, there is still a big research gap about
the influence of social network on different cha
racteristics of enterprises. The market segments,
the demand, the competitors of MSMEs and
large companies are different, the benefits that
senior managers look for from their network are
different, even the structure of the network they
embedded is different. Even so, the preliminary
exploration of the above researches still plays
an important role in enlightenment for future
studies. To some extent, it reveals that there are
certain correlations between the social relations of
senior managers and their networks and enterprise
performance, which also constituted the research
significance of this research. In a relatively small
number of relevant studies, some scholars have
discussed whether the social relations owned by
senior managers will have an impact on the per
formance of enterprises and whether the use of
government relations and business relations by
senior managers will increase the performance
of enterprises. However, these researches only
focus on the degree of utilizing the social con
nections of senior managers, they haven’t
discussed the influence of the network and its
structural characteristics on personal relationships.
Other researches only analyzed the characteristics
of the relationship between business managers
and competitors in the industry. Thus, there is
still a big research gap about the influence of
social network on different characteristics of
enterprises. The market segments, the demand,
the competitors of MSMEs and large companies
are different, the benefits that senior managers

look for from their network are different, even

the structure of the network they embedded is
different. Even so, the preliminary exploration
of the above researches still plays an important
role in enlightenment for future studies. To some
extent, it reveals that there are certain correlations
between the social relations of senior managers
and their networks and enterprise performance,
which also constituted the research significance
of this research.

Based on the above analysis and research
gaps, there are three problems as follows:

1. The research about the surviving
difficulties of MSMEs in the current market
situation of China is insufficient.

2. The research about how MSMEs can
survive and develop in the current market
situation of China is insufficient

3. The research about the relationship
between the benefits of structural hole in senior
managers’ consulting network and the increasing

competitiveness of MSMEs is insufficient.

Research Objectives

The embeddedness of a company in the
environment is one of the sources of its com
petitive advantage. This embeddedness is not only
reflected in the network characteristics of mutual
cooperation between enterprises and other en
terprises, but also in the network characteristics
of individual senior management personnel. Ana
lyzing the behavior and performance of a
company based on the characteristics of the
personal relationship network is helpful to un
derstand the micro-foundation of corporate
strategic issues, thereby providing a new pers
pective for related research. In addition, although
the characteristics of an enterprise’s personal
network will have an impact on its competitive

advantage, it cannot be simply assumed that as
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long as a certain network of relationships is es
tablished, it will definitely increase the com
petitive advantage of the enterprise. The
competitive advantage of an enterprise is reflected
in all aspects. A network with certain charac
teristics may enhance some of these advantages,
but it may inhibit other advantages.

In order to fully answer the research
questions above, and reach the purpose of this
study, there are 4 research objectives are listed
below:

1. To study what benefits from structural
holes in senior managers’ consulting network can
help Chinese MSME to improve their competi
tiveness.

2. To determine the influencing factors
of structural holes and the competitiveness of
MSMEs

3. To investigate the influence mechanism
between senior managers’ consulting network
and the competitiveness of MSMEs in China.

4. To test the correction between stru
ctural hole and the competitiveness of MSMEs

in China.

Research Significance

Therefore, the research significances of
this research are given below:

1. Revealing the intrinsic value of stru
ctural hole in top managers’ consulting network,
providing a new perspective for future research.

2. Providing a valuable theoretical pers
pective on the consulting network of top mana
gers and the competitiveness of MSMEs.

3. Providing a theoretical reference for
high-level managers in how to choose, shape
and optimize their social networks.

4. Comparing with previous studies, this

research presents a new perspective about the

new roles of entrepreneurs and senior managers

of MSMEs in China.

Literature Review

The Competitive Advantages from Senior
Managers’ Personal Network

The strategic decisions made by senior
personnel for the enterprise are closely related
to their background and experience (Child,
1972; Hambrick and Mason, 1984), The personal
networks of senior personnel are often regarded
as an important manifestation of their social roles.
Hence, the relationship network of senior managers
will affect the strategic behavior of the enterprise
and the competitive advantage of the enterprise.
From the perspective of the network itself, it can
bring specific resources to enterprises. Thus, the
relationship can be considered as a carrier of
resource flow, and the network can be regarded
as a structure of resource flow and allocation. It
even can count the network as a resource owned
by the enterprise. As a resource, it can produce
certain competitive advantages for enterprises.

Geletkanyca and Hambrick (1997)
mentioned that the personal relationship network
constructed by senior managers is an important
carrier for the interaction between internal
and external networks. When the external envi
ronment is more uncertain, businesses interact
with the outside network will more relay on the
social relationship of top managers. (Powell,
1990). Peng and Luo (2000) also pointed out
that resources in the social network of senior
managers are important in the market where
the information cannot flow completely. The
high-quality social network of senior managers
can help enterprises resist external risks, save
transaction costs, maintain transaction activities,

facilitate information acquisition, and improve the
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effectiveness of decision-making, thus affects the
enterprise’s competitive advantage construction.

Therefore, in order to reach the needs
of economic transition in China, MSMEs’ survival
and development are dependent on the personal
relationship network built by their top executives.
(Child, 1994).

Construction of Senior Managers’ Consulting
Network Based on The Development of MSMEs

According to some researches’ findings,
under the economic and social environment
of China, the influence and potential infor
mation in a personal network is the reliance of
social relationship that MSMEs is looking for.
(Gibb & Li, 2003). In the case of insufficient infor
mation flow, valuable and important information
cannot often fully and easily to be obtained in the
market competition. As a result, most of MSMEs
utilize changes from the process of inlaying and
integrating external relations to dynamically adjust
their position in the social network for grasping
more competitive advantages.

As the most important external contact of
a company, senior managers will maintain close
social ties with many external people, and from
whom they get advice or valuable information on
business development. (Ibarra & Hunter, 2007).
This kind of personal network could be called
a personal counseling network. This network
is owned by senior managers, but the purpose
of establishing it is for the development of the
enterprise. This network usually has a specific
connotation, which is not only for obtaining
information, but also is to support the deve
lopment of enterprises by the influence of people
who has a more important position in this network.
Therefore, Reeves and Deimler (2011) argued that

this kind of consulting network of senior managers

can be relied on by enterprises as an important

factor of increasing competitive advantage.

Analysis of Consulting network characteristics
from the perspective of structural hole

This research focuses on the senior
management consulting network, which is a kind
of “Ego-centered Network” in social network. In
the network, it is built by senior managers for the
development of the enterprise, the manager is
at the center position (Ego) of the network. At
present, many scholars focus on analyzing the
structures of ego-centered network. Most of
them emphasize on what kind of structures (tight
network and loose network) has more value for
the enterprises’ development.

The scholars represented by Coleman
(1988) believed that the dense network can
generate cohesion, which can relatively make
the high trust among network members, and the
network emphasizes the common behavioral
norms and concerted actions, which are con
ducive to the information sharing of network
members and the common defense of sudden
risks. However, with Burt (1992) as a representative
of scholars believe that although the network with
intensive relationship could let its members are
closely connected with each other, the sharing
of the information in this network could make its
members all have the same or similar information,
which causes the lack of information diversity and
the redundancy information among the members.
As a result, the value of this network is reduced.
Based on this understanding, Burt announced if
there is no connected relationship among some
members of the network, there is no information
sharing channel, and there should be a structural
hole among them. Because of that, the infor

mation that exists in the structure hole is likely
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to heterogeneous and non-redundant, which
ultimately can bring the structure hole owner
to have this network information diversity and
competitive advantages. Although the study of
Coleman is about the performance of enterprises
is basing on the co-operation among members
of a network, Burt holds the opinion that the
structure hole can bring more exclusive infor
mation to the structure hole occupant, which can
enhance the competitiveness and performance

of the enterprise.

Conceptural Framework

This study focusses on two kinds of
competitive advantages of MSMEs: the competitive
advantage to cope with unexpected difficulties
and the competitive advantage to cope with
changes in industrial policies. Selecting these
two competitive advantages as dimensions of
the dependent variable is determined by the
external environment of Chinese MSMEs. Due to
the characteristics of economic transformation
in China, the external environment of MSMEs is
highly uncertain, and various factors of business
and market are in a great degree of change. The
lack of prediction of market and policy trends
makes most MSMEs easily fall into different
business operational difficulties. Therefore,
whether an enterprise can deal with sudden
difficulties can be considered as one of the im
portant manifestations of the competitive
advantage.

Moreover, another important feature
of economic transformation is that the policies
of industries are often adjusted, improved and
changed. For MSMEs, industrial policy changing
means more business opportunities, but at the
same time, it also implies higher business risks that

they might be unable to cope with. Therefore,

Wang, Yao, and Xi (2008) pointed out that the
ability to respond well in the changes in industrial
policy constitutes an important part of Chinese
SMEs’ competitive advantages.

To gain competitiveness in sudden diffi
culties and industry policy changes, the re
quirements of the network that the MSMEs have
embedded are different. Coleman (1990) argued
that when an MSME relies on the consulting
networks of senior managers to cope with the
sudden difficulties, the really effective network
structure is the dense network. This kind of
network has high internal trust and stronger
cohesion, it is easy for members to form strong
emotional support between each other, which
leads to a powerful driving force for members to
coordinate their actions and pursue common goals.
Therefore, when sudden difficulties happen, the
consulting network with few structural holes can
easily enable the MSME to obtain strong external
support, and effectively overcome the difficulties.

However, with Burt (1992) as a represen
tative of scholars believe that although the network
with intensive relationship could let its members
are closely connected with each other, the sharing
of the information in this network could make its
members all have the same or similar information,
which causes the lack of information diversity and
the redundancy information among the members.
As a result, the value of this network is reduced.
The information that exists in the structure hole
is likely to heterogeneous and non-redundant,
which ultimately can bring the structure hole
owner to have this network information di
versity and competitive advantages. Although the
study of Coleman is about the performance of
enterprises is basing on the co-operation among
members of a network, Burt holds the opinion that

the structure hole can bring more exclusive infor
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mation to the structure hole occupant, which
can enhance the competitiveness and per
formance of the enterprise. Moreover, Burt (2004)
argues that “opinion and behavior are more ho
mogenous within than between groups, so people
connected across groups are more familiar with
alternative ways of thinking and behaving...” (pp.
349-350). In tightly networked clusters of people,
discussion of redundant information is likely to
be prevalent, therefore, it is in the exploration
of the holes around and between these tight
networks where an individual is also likely to find
the greatest benefit in bridging the structural hole
to another individual and/or network to access
non-redundant information and/or resources.
(Burt, 2004; Liu, 2010; Cowan & Jonard, 2007).

According to theories of Coleman (1990)
and Burt (1992), based on the situation of MSMEs
in China, the writer believes that whether the
consulting network is dense or loose, the more
structural holes exist in the network, the more
heterogeneous and non-redundant information
can be provided by the network to solve sudden
difficulties internally and more efficiently. In the
meantime, the enterprise also can get various
favors from structural holes that are around and
between these tight networks.

In industrial policy changes, the
senior manager’s consulting network with a high
diversity of structure hole has more value than
the structure hole with high richness. To capture
the relevant information timely is the key ability
of MSMEs to deal with the difficulty of industry
policy changes. It is important for MSMEs to
take the precautions and the preemptive oppor
tunities under this kind of risks that can be expected
but cannot be controlled. Burt (2004) notes that
the network provides more diversity channels

for the managers to obtain new and valuable

information, which beneficial for enterprises to
predict and evaluate the potential risks in the
industry market. When a senior manager has
occupied structural holes in this type of network,
the competitiveness of the enterprise usually
can be enhanced by comparing the competitors
who lack the capability of risk prediction. By
contrast, the structural holes with a low diversity
of structure hole have more redundant infor
mation because of the limited source of in
formation. Thus, a low diversity network has little
value for MSMEs to cope with this kind of risk like
industry policy changes.

Based on the above analysis, these
research hypotheses could be given below:

le There is a significant correlation
between structure hole in senior managers’
consulting network and MSMEs’ competitiveness.

H2: There is a significant correlation
between the richness of structure hole and MSMEs’
competitiveness in sudden difficulties.

H3: There is a significant correlation
between the diversity of structure hole and MSMEs’

competitiveness in industry policy changes.

Research Methodology

This quantitative research employed
questionnaires to collect the data from
respondents who are entrepreneurs or high-level
managers of MSMEs inYunnan province. A total
of 533 questionaires from different enterprises
were collected. We distributed more than 2000
questionaires in 8 cities ( Yunnan province has 8
cities in total), and covered 20 different business

areas of enterprise. The collection rate is near 27%.

Population and Sample Size
There are 23,280,000 MSMEs of the
whole of China in which 1,012,174 MSMEs of
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Yunnan province have registered on State Adminis
tration for Market Regulation. (SME Finance, 2019).
Therefore, the sample size for the study is derived

from Taro Yamane formula (1967).

N
" Ne?)
Where
n= corrected sample size
N = population size
e = Margin of error (MoE), e = 0.05 based on the
research condition.

Supposing to calculate a sample size of a
finite, when the original sample collected is more
than 5% of the population size, the corrected
sample size is determined by using the Yamane’s
formula. Based on this study, the population size
is 1,012,174, the error level is 0.05. the calculation

for the required sample size will be as follows:

1012174

_ = 399.84 ~ 400
" T+ 1012174 x 0.052)

Research Tools

In order to test the research hypothesis,
a quantitative research design was employed to
collect the primary data with questionnaire survey
from 471 entrepreneurs or high-level managers of
Chinese MSMEs in Yunnan province, China. In this
paper, KMO and Cronbach’s Alpha was employed
for testing the validity and reliability of all scale
factors and variables. Pearson Correlation was
adopted for testing the correlations between
variables, and employing One-Way ANOVA to
further specifies the direction of correlation and
studies whether there is a causal relationship

between variables.

Data Collection

In order to avoid possible misunders
tandings caused by different personal cog
nition about our designed questions, we dist
ributed questionnaires in target groups which were
entrepreneurs or high-level managers of MSMEs,
such as SME co-operation working places, social
communities, activities, and meetings of “start-ups
and innovation”, and part-time MBA programs in

universities.

Statistical Analysis
Descriptive Analysis Results

Since this study only focuses on micro,
small, and medium enterprises, all data from 28
large size enterprises of 533 samples had been
deleted, and all data from the other 34 res
pondents, who are not senior managers, had been
deleted. As a result, the total valuable sample
number is 471. The findings from this research
illustrated that the majority of the respondents
were male 52.8 percentage and female 47.2

percentage.

Sample Validity and Reliability Tests

The validity analysis of this research is
based on factor analysis. KMO and Bartlett’s sphere
test is adopted to examine whether samples are
suitable for factor analysis, to estimate whether
the different measurement items under the same
variable can reflect the characteristics of the
measured variable more accurately.

The reliability test is a measurement
method used to check whether the data from
the questionnaire survey has consistency or not,
which usually employ Cronbach’s Alpha to test

the consistency coefficient.
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Table 1
Validity and Reliability Test Result

Factors KMO Sig Alpha
Structurial Hole .985 .000*** .983
Richness .968 .000*** 956
Diversity 972 .000%*** 978
Competitiveness 872 .000%*** 949
Policy Changing 164 .000*** 929
Sudden Difficulties 173 .000*** .905
All Scale Factor (33 Items) .990 .000*** .990

Sig < 0.05

The results of Table 1 revealed that all
data of independent variables (Structurial Hole,
Richness and Diversity of Sturctural Hole) and
dependent variables (Competitiveness, ability
of dealing with Policy Changing and Sudden
Difficulties) have high validity and reliability. Thus,

correlation and regression analyses can proceed.

Table 2

Correlation and Regression Analysis

As the premise of regression analysis,
Pearson Correlation is used to preliminarily judge
whether the interaction and influence between
variables exist and whether the hypothesis is valid
in this research.

One-Way ANOVA as regression analysis in
this paper is to further specifies the direction of
correlation and studies whether there is a causal
relationship between independent and dependent

variables.

Coefficients of Correlation and Regression between Variables

Y DV Person Adjusted F Standardized Sig. Hypotheses
Correlation R’ Coefficients Test Result
Coefficient Beta
SH C 925 .855 51.746 .925 .000*** H, Accepted
R SD .882 778 47.021 .882 .000*** H2 Accepted
D PC .899 .808 53.999 .899 .000*** H_ Accepted
Sig < 0.05

Annotation: IV is Independent Variable;
DV is Dependent Variable; SH is Structural Hole;
R is Richness of Structural Hole; D is Diversity
of Structural Hole; C is Competitiveness; SD is

Competitiveness in Sudden Difficulties; PC is
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Competitiveness in Industry Policy Changes.

Table 2 shows that the two-tailed test
the correlations between independent and de

pendent variables are all at significant level




(error-tolerant < 0.01). Values of Pearson Corre
lation are greater than 0.8, which indicates that
there are high degrees of correlations between
structural hole in senior managers’ consulting
network and competitiveness of MSMEs, between
richness of structural hole and competitiveness in
sudden difficulties, between diversityof structural
hole and competitiveness in policy changes. As
a result, hypotheses 1 to 3 can be accepted.
Moreover, according to the coefficients of Adj.
R2, there are high explanations percentage from
independent Variable (structural hole, Richness,
and Diversity) to dependent Variable (competi
tiveness, sudden difficults, and policy changes).
The standardized coefficients Beta here in
dicate that H1 to H3 were accepted with positive

relationships.

Discussion

In the part of the sample validity and
reliability test, all scale factors have pasted KMO
and Cronbach’s Alpha test with high validity
and reliability value. In the part of correlation
and regression analysis, results of Pearson Corre
lation and linear regression anslysis clarified that
all hypotheses (H1 to H3) can be accepted with
significant positive correlations.

le There is a significant correlation
between structure hole in senior managers’
consulting network and MSMEs” competitiveness.

H2: There is a significant correlation
between the richness of structure hole and MSMEs’
competitiveness in sudden difficulties.

H3: There is a significant correlation
between the diversity of structure hole and MSMEs’
competitiveness in industry policy changes.

By analyzing the relationship between
the entrepreneurial structure hole and the social

network, this study found that under the tra

ditional Chinese culture background, the entrepre
neurial social capital majorly come from the social
relationship. The findings from this study that is a
significant positive correlation between the richness
of structure hole and MSMEs” competitiveness in
sudden difficulties It in-lined with Burt (2004), Liu,
Chiu, and Chiu (2010), Cowan and Jonard (2007),
but argued the findings from Coleman (1990)
who find that the dense network can generate
cohesion, which can relatively make the high
trust among network members, and the network
emphasizes the common behavioral norms and
concerted actions, which are conducive to the
information sharing of network members and the
common defense of sudden risks.

Burt (1992) argued that although the
network with an intensive relationship could let
its members are closely connected with each
other, the sharing of the information in this
network could make its members all have the
same or similar information, which causes the
lack of information diversity and the redundancy
information among the members. As a result,
the value of this network is reduced. The infor
mation that exists in the structure hole is likely to
heterogeneous and non-redundant, which
ultimately can bring the structure hole owner
to have this network information diversity and
competitive advantages. Burt holds the opinion
that the structure hole can bring more exclusive
information to the structure hole occupant,
which can enhance the competitiveness and per
formance of the enterprise. Moreover, Burt (2004)
deemed that “opinion and behavior are more ho
mogenous within than between groups, so people
connected across groups are more familiar with
alternative ways of thinking and behaving...” (pp.
349-350). Liu and Chiu (2010), Cowan and Jonard
(2007), and other like-minded scholars pointed
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out that in tightly networked clusters of people,
discussion of redundant information is likely to
be prevalent, therefore, it is in the exploration
of the holes around and between these tight
networks where an individual is also likely to find
the greatest benefit in bridging the structural hole
to another individual and/or network to access
non-redundant information and/or resources.
The differences between our findings and
Coleman (1990) could be explained by the different
social environments, historical background, and
cultures. China as a typical collectivism country,
particularly after the Great Proletarian Cultural
Revolution, the social network of China is denser
than other individualist countries. Many Chinese
scholars agree that social relations in China are
established on the same cultural and historical
background, it emphasizes the trust and receptivity
between people. Thus, it grinds down the barriers

to entry different industries, to some extent.

Recommendation
Contribution to Knowledge

This paper discusses the new mission
and value of MSMEs’ senior managers from
the perspective of structural hole, and reveals
the intrinsic value of structural hole in top ma
nagers’ consulting network, providing a new pers
pective for future research. By analyzing the rela
tionship between the structure hole and the social
network, this study provides a valuable theo
retical perspective on the consulting network
of top managers and the competitiveness of
MSMEs. Moreover, based on the study of the
outcomes of the consulting network and the
balanced distribution of network benefits brought
by the reconstruction of the relationship chain,
it provides a theoretical reference for high-level

manasgers in how to choose, shape and optimize

their social networks. In addition, by analyzing
the measurement dimensions of the consulting
network of senior managers, the structure hole,
and the competitiveness, this study presents a new
perspective compared with previous studies, that
to reasonably optimize, eliminate, and reconstruct
social relationship network of top managers of
MSMEs based on the current operating situation
of enterprises could help them to explore and
identify new potential opportunities, coordinate
internal and external relations of enterprises, and

establish the trust and reputation of enterprises.

Contribution to Practice

In order to effectively manage personal
network relationships and timely adjust and
reposition the status of structure holes, senior
managers need to unite their behaviors of building
a personal relationship with the growing needs of
enterprises. Structure hole is a dynamic process
of change. The dynamic change is accompanied
by the growth, management, optimization and
reconstruction of the structure hole, which
are also an important function of managers in
relationship management. The entrepreneurs
and managers could meet the different needs of
competitiveness and development of the en
terprise by the dynamic adjustment of structural
holes with different characteristic forms, diversity,
and heterogeneity. On the one hand, Senior mana
gers of MSMEs are the main force for helping their
enterprises to get rid of their own existence of
various business difficulties. The individual con
sulting networks of senior managers carry huge
social resources that could support a company to
gain and sustain competitive advantages. Therefore,
a new role of enterprise or senior managers is to
explore, integrate, optimize, and utilize the social

resources from their consulting social netwoks.
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On the other hand, considering situation of senior
managers they may have to face limited time and
energy, limited management practice, and the
effect of weakening from competitors. Occupying
structural holes in their social network could be a
better way to solve these problems. As Freeman
(1977), Burt (1980), and Simmel (1992) described
that sturctrual hole is a node of resource flow
(or information flow) in the social network. The
structural hole owner has power or advantages
to control the dirction of benefit flows, which
provide high effective and efficient performance
for earning the competitiveness.

when senior managers faced with the
current situation of limited, , they should
flexibly use the occupied structural hole in the rela
tionship network to explore better and richer
network benefits for their enterprises.

In the process of construction and
maintenance of individual relationship network,
senior managers need to pay more attention to
searching structure holes in the network structure
of different groups and should play a role as a
“relationship bridge builder” in different industries
or fields in the market when they consolidate the
various relationship chains, which could make
previously unrelated groups form connectional
unit, make them become the intermediary of
resource and information flow, it could combine
internal and external heterogeneous information
and interests for the enterprise, so as to increase
the competitive advantages The managers
should also initiatively enhance the connections
strength, the relevance, and the heterogeneity of
the related networks, and enable differentiated
network members to communicate and interact
each other more closely and smoothly, which
could help to reinforce the advantages of ob

taining and controlling information sources, so as

to improve the level of management innovation
and decision-making. At the same time, the mana
gers should pay attention to prevent the disadvan
tageous situation that informal organizations and
closed networks could disintegrate their structure
hole. There are many ways, such as optimizing,
eliminating, and reconstructing their redundancy
relationship, which the mangers could adapt
to expand the diversity of their relationship
network, explore and identify new potential opportu
nities, coordinate internal and external related
parties, and rebuild the trust and the reputation
in the market. Thus, the information advantage
of the structure hole could be used to obtain an
efficient investment return and diversified social
resources for helping enhance the competitive

advantages of MSMEs.

Limitation and Future Research

This study mainly focusses on the
research about the network structure hole of senior
managers on the competitive advantages of
MSMEs. However, with the development of the
social economy and market economy, it is dif
ficult for MSMEs to survive individually in the incre
asingly fierce market competition. Therefore, there
are many MSMEs clusters and joint office space
(or called co-working space) as new things have
appeared in the market in China. In future research,
the structural hole in the consulting network of
senior managers could be deeper analyzed from
the perspective of closed and opened MSMEs
clusters, such as structure holes in internal re
lationships of a cluster and structure holes in the
network formed by different clusters. In addition,
the functions of top managers’ structural hole
are touched upon in this study, which could be
also deeply analyzed as new functions of mana

gers in future research. From the perspective of
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social relationships, functions of seeking, occu
pying, optimizing, and maintaining structure holes,
which could be considered as one of the key
duties of top managers of MSMEs. Although it is
nearly impossible for one enterprise to occupy all
structure holes in a network, the number and the

richness of occupied structure holes can help the

competitive advantages of MSMEs. However, too
many redundancy structure holes could cost too
much energy and reducing the work efficiency of
the senior managers for maintaining them. Thus,
how to optimize the position of structural holes
in the consulting network could be studied in

the future.
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Abstract

The purpose of this survey research were as follows: 1 to analyze the needs of trainees
of the Superintendent Program 2 to study the administrative guidelines for the police superin
tendent program. The population was 160 participants. The sample consisted of 128 participants by
simple random sampling. Data was collected by myself. The tool used in the research was a ques
tionnaire. Data analysis was to analyze the needs of trainees and content analysis. Statistics used in the

research were frequency, percentage, mean, standard deviation, PNIM .
O

ifie

. index. The research findings

could be summarized as follows: The authentic state of curriculum administration in overall and in
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each aspect was at the highlevel covering implementation, evaluation and planning. The desirable
state of curriculum administration was at the high level both the overall and each aspect covering
planning, implementation and evaluation. The curriculum administration in general with the PNI
voaieg IN Order as follows (1) Planning (2) Evaluation (3) Implementation. Administrative guidelines
for police superintendent program should be given. Priority in the following order: (1) Planning for
public participation (2) Regarding the implementation, there should be preparation of teachers,
designated locations, responsible persons and arranged schedules for responsible persons at Mahachula
longkornrajavidyalai University and (3) Evaluation of the Police College and Mahachulalongkorn

rajavidyalai University should be reviewed both in theory and in practice with serious monitoring and

evaluation.

Keywords: Administration, Guideline Police Superintendent Program
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Abstract

This study aimed to explore the perspectives of human resources professionals on the nature
of intercultural communicative competence and its application within the Thailand hotel industry
through qualitative interviews. As human resources professionals are considered to be one of the
direct practitioners in the industry, their insights and perspectives on the intercultural communi
cative competence of hotel workers were valuable for the current study. The subjects included eight
human resources professionals purposively selected from upscale hotels in Samui island. Two research
questions were posed: “What constitutes intercultural communicative competence according to human
resources professionals?,” and “To what extent do Thai hotel workers currently possess intercultural
communicative competence according to human resources professionals?” Results revealed that the
components of intercultural communicative competence from a human resources perspective were
grouped under five core categories including attitude, cultural empathy, experience, interaction invol
vement, and personal attributes. In regard to the extent of intercultural communicative competence
of Thai hotel workers who worked in the line level and management level positions, the majority of
interviewees described their level of intercultural communicative competence as being ‘relatively
good’” and ‘better than relatively good,’ respectively. Other relevant headings in the Thailand hotel

industry from a human resources perspective were also discussed.

Keywords: Intercultural Communicative Competence, human resources development, workplace
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Introduction

Intercultural communicative competence
refers to “a complex of abilities needed to perform
effectively and appropriately when interacting
with others who are linguistically and culturally
different from oneself” (Fantini, 2007, p.9) The
concept of intercultural communicative com
petence has gained attention from several
researchers for decades. It was historically de
veloped from research focusing on Western ex
patriates and their cultural adjustment in the
1950s, 1960s, and early 1970s (Sinicrope et al,,
2007) In the late 1970s and 1980s, the inter
cultural competence research expanded to
broader contexts including international bu
siness, cross-cultural training, and internationali
zation of education (Sinicrope et al., 2007) In the
hospitality and tourism context, past research has
alternatively applied the concept of intercultural
communicative competence to three primary
approaches to interactions between people from
different cultural backgrounds including visitors

and the host community, visitors and the local

workforce in the industry, and among the workforce
from different cultures (Blanton, 1981; Cohen &
Cooper, 1986; Kriegl, 2000; Lam & Singh, 2018;
Pimapunsri, 2008; and Sharifi-Tehrani et al., 2019).

While interactions between visitors and
members of the host community were usually
regarded as brief and superficial, those between
visitors and local workforce in the industry
represented more for occupational purposes
(Cohen & Cooper, 1986) It can especially be
seen in the hotel sector where its workers must
serve and satisfy the needs of guests, as well as
interact with colleagues from different cultures.
As the hospitality and tourism industry grows,
Thailand, especially its tourist destination such as
Samui istand must strive to retain its international
competitiveness with a supply of internationally
and interculturally competent workers. It has
been suggested that the presence of a diverse
workforce can help companies to understand
cultural differences and better serve customers

in various markets (Pimapunsri, 2008).
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This study is part of a larger research
project entitled “Intercultural Communicative
Competence of Thai Hotel Workers: A Study of
Upscale Hotels in Samui Island” where a mixed
methods approach and two separate studies were
conducted with two main stakeholders in the
industry. While in another study self-assessment
surveys were conducted with 514 Thai hotel
workers who represent an output of hospitality and
tourism training and educational programs offered
in Thailand for investigating factors influencing
Thai hotel workers’ intercultural communicative
competence, qualitative interviews were utilized
to explore the perspectives of human resources
professionals in this study. As human resources
professionals are considered to be one of the
direct practitioners in the industry, their insights
and perspectives on the intercultural communi
cative competence of hotel workers are valuable
for the current study. In addition, findings from
this study will be valuable for both private and

public hospitality and tourism sectors in Thailand.

Research Objectives

The purpose of this study is to explore
the perspectives of human resources profes
sionals on the nature of intercultural com
municative competence and its application within

the hotel industry through qualitative interviews.

Literature review

In the hospitality and tourism context,
the concept of ICC was examined in the research
of Blanton (1981); Cohen & Cooper (1986); Kriegl
(2000); Lam & Singh (2018); Pimapunsri (2008);
and Sharifi-Tehrani et al. (2019). The nature of the
hospitality and tourism industry necessitates the
interactions of visitors and employees in the in

dustry both directly and indirectly, thus highlighting

the importance of communication among people
from different cultural backgrounds. According to
Blanton (1981), there is a greater demand in the
hospitality and tourism industry for intercultural
understanding and communicative competence in
relation to other occupations. As Lam and Singh
(2018) also pointed out, the hostel staff serves
as an embassy for guests and host community
to culturally interact with one another.

Apart from interactions with visitors,
employees in the hospitality and tourism in
dustry also interact with colleagues from dif
ferent cultures. Most past research has pointed
out that many hotel companies try to make an
effort to address the diversity issue for three main
reasons: demographic changes, globalization, and
marketing. Since the workforce is increasingly more
diverse, the need for companies to reflect de
mographic changes is of vital importance. Over the
years, many hotel companies have realized that
multiple benefits of workplace diversity such as com
petitive advantage, effective knowledge tra
nsfer, and effective productivity can be achieved
by managing diversity wisely. Diversity in the
workforce can help companies to develop their capa
bility of understanding customers’ needs and en
gaging in long-term business relations with them.
A diverse collection of skills and experiences such
as language and cultural understanding allows
a company to provide quality service to guests
on a global level. Kriegl (2000) also pointed out
that the ability to communicate with foreign
guests along with cultural sensitivity is an asset
to international hospitality workers.

Arasaratnam and Doerfel (2005) conducted
qualitative interviews with participants who had
interactions with people from different cultures on
a regular basis. Five variables emerging from the

results of word cluster analysis in the Arasaratnam
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and Doerfel’s (2005) study included empathy,
motivation, attitude towards other cultures,
experiences, and listening. From the results of
the previous study, Arasaratnam (2006) employed
quantitative survey research method and path
analysis to investigate the relationships among five
constructs (cultural empathy, motivation, attitude
towards other cultures, experience, and inter
action involvement) associated with an individual’s
intercultural communicative competence.

This study expanded the scope of in
tercultural communicative competence research

to a broader context. While Arasaratnam (2006)

mainly discussed undergraduate students from
different nationalities, the current study focused
on the perspectives of human resources pro
fessionals in the Thailand hotel industry. Specific
research questions for the current study were as
follows:

1. What constitutes intercultural
communicative competence according to human
resources professionals?

2. To what extent do Thai hotel workers
currently possess intercultural communicative

competence according to human resources

professionals?

; Skills and competencies for workers in the
ICC Construct studied Thailand hotel industry
in Past Research Perspectives of HR
- Cultural empathy professionals on the Guidelines to
- Motivation .| mature of ICC and ICC in the Thailand hotel industry from a o promote ICC of Thai
- Attitude towards other | its application within human resources perspective hotel workers for the
cultures the Thailand hotel hotel's benefit
- Experience industry
- Interaction involvement

% ICC and Thai hotel workers

Figure 1 Conceptual Framework of the Research

Research Methodology

This study was qualitative-based. In-depth
interview was utilized to explore the perspectives
of human resources professionals from upscale
hotels in Samuiisland on the nature of intercultural
communicative competence and its application

within the hotel industry.

Population and Sample

As in many other parts of the country,
hotel ownership in Samui island is divided
into two main groups: independent hotels and
chain hotels under both local and international
management. Listed by TripAdvisor (2018) there
were 11 key local hotel companies in Samui
including Aspira Hospitality, B2 Hotels, Cape &

Kantary Hotels, Centara Hotels & Resorts, Im

perial Hotels & Resorts, Muang Samui Group, Sala
Hospitality Group, Sawasdee & Woraburi Group,
Siam Hotels & Resorts, The Erawan Group, and
TCC Hotels Group. In line with the local hotel
companies, the following eight international hotel
companies also play a significant role in Samui
island: Accor, Best Western International, Hilton
Hotels Corp., InterContinental Hotels Group,
Marriott International, Melia Hotels International,
Minor International, and Onyx Hospitality Group.

In this study, purposive sampling was
applied to select participants who could represent
and reflect the perspectives of human resources
professionals within the following criteria: (a)
interview eight subjects (out of 11 local chain
hotels and eight international chain hotels in

Samui island), (b) participants must primarily be
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human resources or training managers or any higher
position in human resources professionals, (c)
participants must be from four- and five-star hotels
in Samui island, (d) four out of eight participants
must be representative from the international
chain hotel, and (e) four out of eight participants
must be representative from the local chain hotel.
Participants who meet the imperative criteria were
contacted via telephone for participation in the
study. Then, the appointment confirmation email
and the interview script were delivered to each
participant prior to the interview. Interviews were
conducted in the individual offices of the human
resources professionals or the hotel lobby area/

hotel restaurant as participants saw fit.

Research Tools

The interview script produced for this
study comprised four sections of open-ended
questions: (a) opening questions, (b) intro
ductory questions, (c) key questions, and (d)
ending questions. Two opening questions were
asked to obtain demographic and organizational
information. Three introductory questions were
then followed to introduce the participants to
the concept of skills and competencies needed
for hotel workers and intercultural work settings
as the foundation for the key questions such as
“What do you consider to be the key component
of intercultural communicative competence?,”
“How do these following components promote
intercultural communicative competence and
help employees in the Thailand hospitality and
tourism industry?,” and “To what extent do you
think Thai hotel workers currently possess in

tercultural communicative competence?”

Data Collection

Data were collected through quali
tative interviews with human resources profess
ionals. The interviews were audio recorded and
each interview comprised 14 questions. While
the shortest interview was conducted 26.20
minutes, the longest interview was 58.52 minutes. In
essence, the average length of interview was
43.92 minutes per person. Given the fact that
most of the participants utilized Thai language
for daily communication, the interviews were
directed in Thai language for the convenience
of expressing thoughts and remarks with respect
to the intercultural communicative competence
of hotel workers and its significance from a
human resources point of view. As data became
saturated and no new repeating ideas or findings
emerged at the end of the eighth interviews, the
recruitment of additional participants was thus

not required in this study.

Statistical Analysis

The data analytical method was adapted
from Auerbach and Silverstein’s (2003) guidelines
consisting of five steps: (a) select the relevant
text for further content analysis, (b) develop
main headings based on open-ended questions
in the interview script, (c) group together re
peating ideas and relevant statements shared by
the participants, (d) group repeating ideas into
coherent categories under each main heading,
and (e) describe and interpret the meaning of
repeating ideas and coherent categories under
each main heading.

As a parallel term to the validity in quanti
tative research, trustworthiness was a major
concern in the current study. In an attempt to
contribute to trustworthiness, thick description

which refers to the process of describing the
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interview data in extensive detail was applied
(Creswell & Miller, 2000) With a detailed des
cription of human resources professionals’
perspectives on the nature of intercultural com
municative competence and its application within the
Thailand hotel industry, the readers can easily
follow and make a connection between findings
from the current study and their own point of view.
As Creswell and Miller (2000) pointed out, thick
description also allows readers to understand that
the findings from the study are credible and can
be applied to other settings or similar contexts.
Overall, three main themes have been emerged
from the interview data which were addressed
further in results and discussion section of the
current study as follows:

1. Skills and competencies for workers in
the Thailand hotel industry

2.1CCin the Thailand hotel industry from

Table 1

a human resources perspective
3. ICC and Thai hotel workers

Results and Discussion

Sample Characteristics

Of the eight Thai human resources pro
fessionals who accepted the invitation to
participate in the study, three were males, and five
were females. In regard to current job position,
one was human resources manager, two were
human resources & training manager, three were
training manager or alternatively called, learning
and development manager, and two were human
resources director. The average length of time
the interviewees had worked in the current hotel,
in the hotel industry, and in human resources
professionals was 9 years and 7 months (M = 9.66),
16 years and 6 months (M = 16.63), and 14 years
and 3 months (M = 14.31), respectively (Table 1).

Sample Characteristics by Gender, Job Position, and Work Experience (N = 8)

Trait Frequency Percent
Gender
Male 3 375
Female 5 62.5
Position
Human Resources Manager 1 12.5
Human Resources & Training Manager 2 25.0
Training Manager (Learning & Development Manager) 3 37.5
Human Resources Director 2 250
Years in the current hotel Mean 9.66
Years in the hotel industry Mean 16.63
Years in the human resources profession Mean 14.31
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Organizational Characteristics

Among the eight interviewees, four were
representative from a local chain hotel, and
another four were from an international chain
hotel as part of purposive sampling criteria.
The average number of permanent employees
working in the participants’ hotels was 260 em
ployees (M = 260.00), and eight expatriate em
ployees (M = 8.50). The ratio of expatriates to Thai
employees was 3:100. The nationalities of expatriates
were reported varying from American, Australian,
Burmese, Chinese, European, and Korean. A
majority of expatriates worked in management
level positions including general manager, exe
cutive chef, supervisor, director or higher position

in any department.

Table 2

In regard to percentage of Thai
hotel workers with a degree in hospitality and
tourism, an estimated 25% of Thai hotel workers
were reported having this degree (Table 2). This
finding was consistent with the study by
Chaisawat (2005) which indicated that the
hospitality and tourism education in Thailand
was scarcely existent until a decade ago. Ac
cording to Chaisawat (2005) the major boom in
Thai hospitality and tourism programs had been
during 1999 to 2003. The total number of academic
institutions offering an undergraduate degree in
hospitality and tourism increased 51% from 51 in
1999 to 77 in 2003 (Chaisawat, 2005) As a result,
Thai employees who had mostly worked in the
industry more than ten years tend to graduate

in other fields of study.

Organizational Profile of Thai Human Resources Professionals in Samui Island (N = 8)

Trait Frequency Percent
Hotel ownership
Local chain 4 50.0
International chain 4 50.0
No. of permanent employees Mean 260.00
No. of expatriate employees Mean 8.50
Ratio of expatriates to Thai employees Mean 3:100

Percentage of Thai hotel workers with a degree in Hospitality/Tourism

Mean 25.00

Skills and Competencies for Workers in the
Thailand Hotel Industry

As part of introductory questions, all
participants were asked to discuss the skills and
competencies which are essential for workers
in the Thailand hotel industry. The majority
(7 interviewees; 87.5%) listed top three ranked

skills and competencies that they believed are

required for workers in line level and mana
gement level positions. As represented in Figure
2, five (62.5%) out of eight interviewees agreed
that language and communication skills should
be ranked number one followed by functional
and technical skills with respect to the skills and
competencies needed for line-level workers. As

one participant clarified, “functional and tech
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nical skills are trainable during both on-the-job
and off-the-job training, whereas language and
communication skills take longer time for training
and developing those who do not possess this
competency from the beginning” (HR#6). Due
to the fact that the number of Chinese tourists

has consistently outpaced visitors from other

countries for the past decade, among the foreign
languages besides English, Chinese language was
most mentioned during the interviews. The majority
(6 interviewees; 75%) added that those who are
able to speak or communicate in Chinese would
be first considered for employment in the hotel

industry, especially in Samui island these days.

Top 3 Skills for Line-level Hotel Workers (N = 8)

Frequency
O NWR U

Rank 1 Rank2 Rank 3
[ Language/Communication skills 1
M Functional/Technical skills 3 2
B Service mind 3 1
W Attitude/Open-minded 2
B Problem solving/Critical thinking 1
M Empathy 1
¥ Innovation skills 1
Thainess (Thai hospitality) 1

Figure 2 Top Three Skills for Line-level Hotel Workers (N = 8)

The six following skills and compe
tencies were also perceived to be important for
line-level employees: (a) service mind, (b) attitude/
open-minded, (c) problem solving/critical thinking,
(d) empathy, (e) innovation skills, and (f) Thainess
(Thai hospitality). This finding was consistent with
past research which pointed out that these skills
and competencies play an essential role for the
success in the hospitality industry (Annaraud, 2006;
Baum, 2002; Blue & Harun, 2003; Christou, 2000;
Kay & Moncarz, 2004; Kiatkiri, 2014; Lertwannawit
et al., 2009; Martin & Davies, 2006). As can be
seen in general hotel job postings, people who
work in the hotel are expected to have service

mind along with other qualifications. Half of the

participants (4 interviewees; 50%) agreed that
those who possess service mind tend to have
service skills or the ability to appropriately and
effectively provide good service and satisfy the
needs of hotel guests.

Innovation skills and Thainess were
also mentioned and emerged as key skills and
competencies for line-level employees in the
current study. The younger generation with a good
knowledge of IT or e-commerce applications, such
as online ticketing and reservation service, are in
high demand nowadays. One participant added
that she included this competency in the job
requirements and qualifications when recruiting
new line-level staff (HR#4).
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Top 3 Skills for Managementlevel Hotel Workers (N = 8)

3
=)
=
:1]
z
e 2 [
(™™
1 ]
0
) Rank 1 Rank 2 Rank 3
O Management skills 3 2
W Leadership/Supervisory skills 2 3 1
W Experience 2 1
W Attitude/Open-minded 1 1
™ Problem solving/Critical thinking 2
B Service mind 1
W Networking/People skills 2
Business accruement 1
Conflict management 1

Figure 3 Top Three Skills for Management-level

Last but not least, Thainess which refers
to the traditional hospitable character of the Thai
people was also emerged as one of the com
petencies for line-level employees in the
current study. The concept of Thainess was
initiatively launched in the “2007 Seven Amazing
Wonders of Thailand” campaign by the Tourism Au
thority of Thailand (TAT) to promote the characte
ristics of Thai attractions (TAT, 2018). With the in
tention of making the nation stand out by offering
one of a kind of experiences to tourists visiting
Thailand, the concept of Thainess also covers the
unique art of Thai living which refers to traditional
Thai hospitality, lifestyle, and friendliness of the
people. Hotel workers who possess the unique
art of Thainess would impress guests with the
hospitable character of the Thai people and
the numerous cultural assets of the nation and
make Thailand a unique and memorable tourist

destination.
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Hotel Workers (N = 8)

In regard to the skills and compe
tencies needed for workers in management level
positions, management skills were rated by five
(62.5%) out of eight interviewees as the most
important competencies followed by leadership
and supervisory skills (Figure 3). The majority (6
interviewees; 75%) pointed out that management
and leadership skills are an absolute requirement
for people who work in management and hig
her-level positions. As they have already passed
all requirements of basic skills and competencies,
skills for those who work in management level
positions such as management and leadership
skills are expected to be far more advanced than
for those in line level positions. In other words,
they need to be able to lead and motivate their
subordinates to achieve desired performance and
organizational objectives under their supervision
effectively.

Management and leadership skills should




always come together with strategic thinking,
planning skills, supervisory, and visionary skills
or the ability to forecast what the world or the
business should be like in the future. The seven
following skills and competencies were also
perceived to be essential for workers in mana
gement level positions: (a) experience/pro
fessionalism, (b) attitude/open-minded, (c)
problem solving/critical thinking, (d) service mind,
(e) networking/people skills, (f) business acc
ruement, and (¢) conflict management.

Two participants (25%) also pointed
out that networking and people skills are im
portant for those who work in management level
positions. They must have positive work rela
tionships with colleagues, their subordinates,
and good networking with people outside their
organization. In other words, management level
workers can be viewed as an ambassador for the
property who builds cooperative relationships
with people both from inside and outside their
organization. This finding was in part consistent
with results from the study by Kiatkiri (2014) where
networking and people skills were ranked number
five of skills and competencies needed for Thai

hotel workers in management level positions.

ICC in the Thailand Hotel Industry from a
Human Resources Perspective

Attitude. When asked about what con
stitutes intercultural communicative com
petence, all interviewees agreed that at
titude towards other cultures is the key com
ponent of this competence. They believed that
attitude towards other cultures serves as a foun
dation of hotel workers’ intercultural communi
cative competence which then leads to service
quality. This finding was consistent with the
study by Jhaiyanuntana and Nomnian (2020) sta

ting that attitude is the primary element, which
comprises curiosity, open-minded, and willingness
to accept other cultures and beliefs. Attitude can
also generate the self-development of intercultural
knowledge and competence for an appropriate and ef
fective intercultural interaction (Jhaiyanuntana
& Nomnian, 2020) Attitude is not only grounds
for hotel workers’ intercultural communicative
competence, but also for their job performance.
If they fundamentally have a positive attitude,
there followed other components.

Cultural empathy. From a hospitality
service perspective, cultural empathy was viewed
as an attempt to understand other cultures
empathically as well as the ability to
foresee a guest’s needs and concerns. As in part
consistent with the study by Kiatkiri (2014)
half of the interviewees (4 interviewees; 50%)
brought up that cultural empathy is in the
nature of the Thai people who in general have an
empathic comprehension of other cultures. With
their thoughtfulness and considerate regard for
others, Thai people habitually like to extend a
warm welcome to the passing tourists regardless
of nationality. Thus, traditional Thai hospitality
is known for its kind and hospitable service. In
addition, one participant added that:

“People do not have cultural empathy
by nature, they need a profound understanding
of other cultures and experience in intercultural
involvement in order to build up this ability. That
is, cultural empathy can promote an individual’s
intercultural communicative competence, but
it is not easy for anyone to possess this ability”
(HR#8).

Given that cultures are by nature a very
sensitive matter, lacking deep understanding of
other cultures might risk offending some people.

Thus, a profound comprehension of other cultures,
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particularly the culture of target hotel guests, is
needed in the context of customer service in the
hospitality industry.

Experience. Work experience in in
tercultural environment thus emerged as another
vital component of hotel workers’ intercultural
communicative competence. Four interviewees
(50%) observed that front-line employees who
had worked in the hotel industry for many years
tend to be at ease when interacting with hotel
guests from different cultures. On the other hand,
new employees, especially those who just gra
duated from school and have no work expe
rience, are likely to get nervous when they have
to serve international hotel guests. Subsequently,
intercultural experience in actual work settings
and training program in intercultural communi
cation provided by the hotel in which they were
employed appeared to be important for workers
in the industry. Past research has consistently
revealed that a range of intercultural experience
such as being members of international schools,
becoming part of multi-ethnic institutions, and
having extensive contact with people from
different cultural backgrounds can enhance an in
dividual’s intercultural communicative competence
(Gannon, 2008; Straffon, 2003; Zhai & Scheer, 2004).

Interaction involvement. All interviewees
agreed that hotel workers’ intercultural com
municative competence is also underpinned
by their knowledge of other cultures. To appro
priately and effectively interact with hotel guests
and colleagues from different cultures, hotel
workers need to have practical knowledge of
other cultures, the basic knowledge of hotel
guests’ culture, specifically cultural Dos and
Don’ts. For example, as one interviewee added,
“The increasing number of Israeli tourists in Samui

island each year has made hotel workers pro

gressively aware of the nature of the Jewish culture
and their beliefs, including the specific dietary or
kosher meals, and other restrictions imposed by
religious law” (HR#8).

Aside from knowledge of other cultures,
Thai hotel workers’ intercultural communi
cative competence was also supported by their
language abilities, and confidence to interact with
people from other cultures. As Inkaew (2016) also
pointed out, attitudes, cultural knowledge, and
English skills are significantly important for the
workforce in the industry, especially for hotel front
office staff who have to interact with guests from
different cultural backgrounds on a regular basis.

Personal attributes. Consistent with
the study by Kiatkiri (2014), personal attributes
emerged as one of the components of intercultural
communicative competence. In the current study,
be trainable, be self-disciplined, and be mature
were described as personal attributes that a hotel
worker should possess. As one interviewee pointed
out, “Hotel workers” educational background does
not really matter in the hospitality and tourism
context, as long as they are potentially trainable.
For those who are trainable, they could be trained
to deal with intercultural encounters in actual
work settings and develop a sense of diversity,
cultural awareness, and many more abilities in
the future” (HR#2).

During the interviews, be self-disciplined
or having the ability to make themselves do
the things they know they ought to do without
others making them do, and be mature, were
also mentioned and perceived as another
two required personal attributes of a hotel
worker in the cultural context. In other words, a
self-disciplined hotel worker with a sense of mature
and appropriate tends to behave in a sensible

and reasonable way even he/she disagrees on any
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cultural issues; he/she still focuses and makes an
effort to stay on task which is certainly helpful
for the service performance.

In summary, the components of inter
cultural communicative competence from a
human resources perspective were grouped under
five core categories including attitude, cultural

]—~

Attitude

[. Open-minded

= Accept other cultures and their members
- Respect other cultures and their members

Interaction involvement

- Knowledge of other cultures (Cultural Dos and Don'ts)
- Language abilities
- Confidence to interact with people from other cultures

Teainable Personal attributes

- Self-disciplined
- Mature (a sense of appropriate/
make an effort to stay on task)

empathy, experience, interaction involvement, and
personal attributes. All core categories were guided
by Arasaratnam’s (2006) study except personal
attributes which emerged as another component
of hotel workers’ intercultural communicative

competence in the current study (Figure 4).

Cultural empathy

- Thai personality traits/ nature of the Thai people
= Attempt to understand other cultures empathically
(anticipate hotel guests' needs and concerns)

a0 e
Chaineds

walf- disriphinsd

. Cftitude
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Experience

- Work experience
- Intercultural encounters

Figure 4 Components of ICC in the Hospitality Industry from a Human Resources Perspective

ICC and Thai Hotel Workers

All respondents were also asked to res
pond to two comparative questions about the
extent of intercultural communicative competence
of Thai hotel workers who worked in line level
and management level positions. Five (62.5%)
out of eight interviewees rated their employees
in line level positions an estimated ICC score of
80% up. Although it also depends on the degree
of interactions with hotel guests and colleagues
from diverse backgrounds, the level of Thai hotel
workers’ intercultural communicative com
petence was described as being ‘relatively good” in
general. The majority of interviewees claimed

that their employees in line level positions were

able to serve hotel guests from different cultures
appropriately and effectively. Thus, they had never
received a guest complaint of cultural offenses.

In regard to Thai hotel workers in mana
gement level positions and their intercultural
communicative competence, all interviewees
reflected that the level of their intercultural
communicative competence must be higher
than of those who worked in line level positions.
Given that workers in management level po
sitions should be able to solve any intercultural
communication problems that may arise and help
their subordinates to get through the situation,
the level of their intercultural communicative

competence was thus described as being ‘better
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than relatively good’ in general.

Recommendation

Given that the hospitality industry is
increasingly competitive, Thailand must strive
to retain its international competitiveness
with a supply of internationally and intercul
turally competent workers. It is thus undeniable
that intercultural communicative competence
can help both the hotel worker and the hotel
industry improve service quality. Managers should
consider how to promote Thai hotel workers’
intercultural communicative competence for the
hotel’s benefit.

At present, many hotels in Thailand,
either managed by an international, local hotel
chain, or independent without any affiliation are
aware of this fact and have provided training
programs starting from the workers’ first day of em
ployment. In most cases, cultural awareness
training programs were included as part of
orientation program for familiarizing new
employees with their job responsibilities, the work
environment, their department’s relationship to
other departments, and the target customers/
hotel guests they have to interact with, etc.

From a human resources perspective in
this study, Thai educators should play a part in

<4

instilling a sense of intercultural understanding
and competence into their students in order to
prepare them for an intercultural community
and globalization. The cooperation between
the industry and relevant stakeholders should
also be implemented for human resources deve
lopment in the context of regional, international,
and global competitiveness. For example, Thai
educators can cooperate with TAT (the Tourism
Authority of Thailand) and Department of Tourism
Standards Development on a program to educate
students and graduates about intercultural un
derstanding by pinpointing the cultures of the top
five international tourist arrivals to Samui island
who represent as the primary market. With this
type of cultural awareness program, students and
graduates can learn and know how to deal with
people from these cultures before starting their
work in the industry. In addition, this study may
serve as a gateway for future research related
to intercultural communicative competence of
the Thai workforce and human resources deve
lopment in other operating sectors of the hospi
tality and tourism industry including food services,
attractions, events, travel trade, and transpor

tation services.
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