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Abstract

This study wis aimed to onderstand the demographic chiracteristics, the language usize in the workplace,
and the frequency of miscommumication between Japanese managers (IMs) and Thai employees (TEs) working in
Japanese companies in Thailand,  Their levels ol gencral communication skills, génerl knowledge. social system
awareness, cultural awareness. and general attitude were also aimed to survey. In wddition. the inlluences of the
demographic characteristics, language usage and their levels in five communicative factors on miscommunication
wens L'i.l'llhldﬂrl_‘d.

The research was conducted using quantitative analysis based on quettionnaires. The datm was collected
from 140 JMs and 140 TEs during March and April 2003, This study was Tirnited 10 omld communication and focused

on the time of giving and receiving wistructions in the woddplace.

The findings of the research were as follows: The JMs the TEs preferred using two languages rather than

ng on any one language, English was mosi often used as the main language. Communication between the two
groups mostly succeeded, Miscommunication occurred in 10 to 30%: of all conversations in the workploce.

Ihe factors confirmed to have an influence on the frequency of miscommunication between JMs and TEs

general commumication skills, general attitude (lor both groups), age, number of lang s) used and general

knowledge (for TES). While the factors that were not confirmed to have such an influence were educational level,
length of time working, main language used, social system awareness, cultural awareness (Tor both groups),

(for TEs), age, recruitment method, number of language(s) used and knowledge (for Jhs).

For further research, it is recommended o conduct a qualitative method study by using interviews.  Special

research on Japanese people who regulardy use Thai o communicate with Thai people 15 also recommended, becase

the group was found to exist sufficient quantity. In addition, studying Thai and Japanese cultures by comparing

directly is necessary, because such studies are uncommeon.
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The relationship between Thailand and Tapun.
which started more than 800 years ago, has since
grown o be very important, Nowadays there are some
ten thousands of Japanese residing in the country, and
a large number of communications are occurring between
That and Japanese people. Working place (Japanese
companies in Thailand) must be one of the places where
the communications between these two peoples happen
the most. Therelore, the researcher studied (e
communications between Thai and Japanese in the
workplaces by focusing on the factors that may influence
on the miscommumnications between them,

From the contacts with both Thai and Japanese
participants during collecting data. the researcher
confirmed that the topic of ~miscommunication
between That and Japunm‘t:" wiss considerably interesting
not only for a researcher, but also for many workers in
the real environments, and was being expected to be

explored more.

2. Objectives

The research objectives were to study the JMs
and TEs' demographic characteristics, language usage,
frequency of miscommunication, and levels in each of
the five communicative factors, Mareover, it was aimed
to consider the influences of the demographic
characteristics, language usage, and levels in each of
the five dommunicative factors on the frequencies of

miscommunication of them,

3. Research methodology

This research was conducted using quantitative
methodology based on questionnaires.  The data was
obtained from 140 Japanese and 140 Thai samples
using questionnaires. The Japanese samples were all
male, and at the time of the research were working for
Japanese companies in Bangkok or neighbouring
provinces. Each Japanese sample had TEs to whom
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they directly gave nstructions, The Thai samples were
selected from those working for Japanese companies in
Bangkok or neighbouring provinces and had JMs from
whom they directly received instructions,

The questionnaires compiled by the researcher
consisted of guestions on their 1: demographic
characteristics, 2: language usage, 3: frequency of
miscommunication and 4 perceived levels in each of
the live communicative factors (General communication
skills, General attitude, Knowledge, Social system
awareness and Culiural awareness, applied from

Berlo's SMCR model ).

The questionnaires distributed by post were
returned from 173 Japanese participants out of 500
{34.6%) and 224 Thai participants out of 600 (37.3%).
140 comrectly completed guestionnaires from each ol
the two groups were used as data. They were processed
and analysed by using SPSS program. Une-way ANUVA
statistics set at a significant level of 0.05 was used 1o
identify the influence of the independent variables on
the dependent variables.

4. Results

4.1 Demographic characteristics (See Table 1)
The demographic characteristics considered

six aspects, which were gender, ape, educational level,

working position, length of time working in Thailand/

working for Japanese companies, and the method of

recruitment.

140 JMs studied in this research were all male
as limited by the researcher. Most of them were aged
31 to 50 years old (62.9%), the majority had a
Bachelor s degree (78.6%), and they worked at a
management level (96.4%). A large number (69.3%)
came to Thailand on their companies request. 62.1%
had been residing in Thailand between 1 o & years at

the time of the survey.




While, 140 TEs, who were working directly for JMs in Japanese companies, were found to be made up
from 30 females (64.3% ) and 50 males (35.7% ). Those aged from 31 to 40 years old made up 52.1% of the
population, and 77.9% had a Bachelor s tegree. The majonty (59.3%) worked at an operation level, TEs
working for Japanese companies between 1 and 5 vears accounted for 32.1% of the population, while thosce

working between 6 and 10 years made up 27 1%,

Table 1. Demographic characteristics
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4.2 Language usage (Sec Table 2 and 3)

Regarding the language usage. the researcher studied two different dimensions; 1: number of languages
used and 2: language mainly used for conversation in the workplace by IMs or TEs.

Both JMs and TEs use one, two or three language(s), when they have working conversation. They
rely on English, Thai andfor Japanese. No other languages are reportedly used.

The language used most frequently (55.7%) by JMs when instructing TEs was English either mixed
with another language or by itself. Nearly half the JMs preferred using two languages and mixing these
together (50.7%). Some managers did use only one language (31.4%) lor communication with TEs, The
popular patterns of language usages were 1: To mix English and Thai together (40.7%) and 2: To use
English only (20.7%),

The language used most frequently by TEs was English (64.3%). TEs preferred using two languages

and mixing these together (51.4%) rather than relying on only one language (32.1%) for conversations with

JMs. The popular pattermns of language usage by TEs were 1: To mix English and Thai together (44.3%) and
2: To use only English (28.6%).




Fable 27 Numbers and kinds of languages used  Table 3° Main languages used for conversation

for conversation in the workplace in the workplace
Numbers and kinds of anam.!se Thni PO Japaese | Thai
languages used M (%) E (%) [ P M (%) E (%)
Llanguage used 314 321 English 557 643
| thonty  ....207] 266 SO
Fhat only 86 21 Tapanese 79 93
 Japanesconty | 21 14 Total 100 | 100
2languages used 507 514 N
Fonglish + Thai 407 443
kgl - Japanese | 43| 29
" thai dapanese | 5T 43
3languages used 179 164
English ~ Thai + Jpn 179 164
TOTAL 100 100

4.3 Frequencies of miscommunication (See Table 4).

To find the frequency of miscommunication (FOM) between the JMs and TEs, the researcher
surveyed two different kinds of frequencies: 1. The frequency of recognizing miscommunications and 2. The
frequency of asking-back, which is a behaviour made by receivers when miscommunication occurs. The sum
of these two kinds of frequencies was considered as the frequency of (total) muiscommunication.

51.4% of the JMs recognized that the working conversation with the TEs failed between 10 and
30% of the time. 61.4% encountered asking-back by their TEs when giving instructions between 10 and
30% of the time. Therefore, the majority (56.4%) of the IMs experienced fotal miscommunication during
working conversations with TEs between 10 to 30% of the time,

Regarding the TEs, 58.3% recogmizcd thal the working communication with JMs failed between 10
and 30% of the time. 57.2% of the TEs reported that they needed to ask-back to their JMs between 10 and
30% of the time. Totally, the majority (58.6%) of the TEs experienced total miscommunication with JMs 10
to 30% of the time.

Table 4. Frequencies of miscommunication
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4.4 The levels in each of the five communicative Factors

Ihe five communicative factors surveyed in this research were Communication skills, Attitude,
Knowledge, Social system awareness, and Cultural awareness, Each communicative factor has many indicators
within itsell. In this study, the researcher selected only some indicators out of many possible ones as a standard
for surveying and determining the aamplf&' levels in each communicative factor. All the results depended on the
data obtained from the questionnaires, which adopted a self-reporting stvle. Therefore. the levels in five
communicative factors presented are all perceived levels.

Table 5 shows the objectives (selected indicators) surveved by cach of the 26 (for the JMs) or 25
(for the TEs) questions, and their means recorded in cach of the questions, The means between 1 and 5 were
calculated from the answers of participants. A higher mean features o better communication skills, better
knowledge, better awareness, and more positive attitude. According 1o the sample gmupsj means in cach ol the

five commumicative factors, they were defined into five levels (Figure 1)

The IMs were found 1o have: a moderate general communication skills,
- & moderate general attinude,
- a relatively good general knowledge,

- u refatively good wwareness of social system and

i
=

relatively good cultural awareness.
The TEs were found 1o have: - a moderaie general communication skills,
- a relatively positive gencral attilude,
- a redatively good generul knowledge,
- a relatively good awarcness ol social system and
- a moderate cultural awareness.
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4.5 Testing the influences of the factors on the frequency of miscommunication

In this research three factors (demographic characteristics, language usage. levels in five communicative
tactors) were considered whether they have influences on the FOM between the JMs and TEs by using One-way
ANOVA stavstics. The FOM were calculated into scores between 2 and 10 according to the scales set by the
researcher. The hgher scores indicate to less miscommunication (more successful communication), and the lower

scores ndicate (o more miscommunication (scale w Table 61,

4.5.1 Testing the influences of the demographic characteristics on the frequency of miscommunication
{See Table 6).

For the IMs, the influences of five sub-factors (age, educational level, working position, length of time
working in Thatband and recruitment method) on the FOM were individually tested. All of these five fuctors were
not confirmed to have an influence on the FOM,

For the TEs, the influences of five sub-factors (gender, age, educational level, working position and
Length of ime waorking in Japanese companies) on the FOM were individually tested, Only age was confirmed
to have an influence on the FOM. Gender, educational level, working posiion and length of tme working in

Japanese companies were nol confirmed to have such an influence.

Table 6 Influences of the demographic characteristics on the frequency of miscommunication
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4.5.2 The influences of the language usage on the frequency of miscommunication (See Table 7).
The language usage had two different dimensions: 1. Number of language(s) and 2. Main language used
in the working conversation.

In regard to the IMs, both of the number of languages and man language used tor conversation were not

conlirmed W have an influence on the FOM.




For the TEs, number of lanpuages used was confirmed to have an influence on the FOM. Between the
TEs, one-language-users had least miscommunication (mean: 8.11), two-languages-users had the second least
{mean: 7.42) and three-languages-users had the most miscommunication (mean: 6.74 ). While the main language

used was not confirmed 10 have an influence on the FOM.

Tahle 7: Testing the influences of language usage on the frequency of miscommunication

MNumbers of Jupunese Ms Thai Es Japanese Ms Thai Ex Seabe ol menn
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4.5.8 The influences of the five communicative factors on the frequency of miscommunication (See
Tahle 8).

For the JMs. general communication skills and general attitude were confirmed to have an influence on
the FOM while the other three communicative factors (the level of knowledge, awareness of the social system,

or cultural awareness) were nol confirmed to have an influence on the FOM,

JMs who considered themselves to have relatively good communication skills had the highest mean
(8.73), which points to the least miscommunication. Those with poor communication skills had the lowest mean
(6.56), or the most miscommunication. Those who had a positive attitude had the highest mean (8.43), which
points to the least miscommunication.  Following this, those who had a relatively positive atliude (7.86), a

moderate attitude (7.37), and a relatively negative attitude (6.74),

For the TEs, general communication skills, general attitude and the level of knowledge were confirmed
to have an influence on the FOM  while the other two communicative factors (the level of the social system

awareness, or the cultural awareness) were pot confirmed to have an influence on the FOM,

TEs who considered themselves to have relatively good communication skills had the highest mean
{8.21), which points to the least miscommunication, while those with poor communication skills had the lowest
mean (5.78) or the most miscommunication. TEs with a relatively positive attitude had the highest mean (8.21),
or the least miscommunication, while those with moderate level of attitude had a mean of 7.72, positive attitude
7.67, relatively negative attitude 6.83, and negative attitude 5.78. Regarding the level of knowledge, those with
a relatively good knowledge had the highest mean (7.67) or the least miscommunication. A mean of 7.66 was
recorded at the moderate knowledge level, a mean of 6.64 at the good level, and a mean of 6.50 at the relatively
poor level (6.50).




Table 8. Testing the influences of communicative factors on the frequency of miscommunication
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5. Discussion Both of the JMs and the TEs used English the

Totally (Table 9), the factors that were
statistically confirmed to have an influence on the FOM
between JMs and the TEs were age, number of language
used, penerdl knowledge (for TEs). general communi-
cation skills and general attitude (lor both IMs & TEs).
Nevertheless, some ol the Factors that were not statistically
confirmed also scemed to have somewhat imfluence,
when we consider the means attentively.

Regarding the language uvsage during a
conversation in the workplace, the JIMs und TEs had
similar patterns as seen in Table 2 and 3. Only three
languages (English, Thai, and Japanesc) were found o
be used by both two groups. English is a widely
accepted international language, and perhaps the first
foreign language for most Japanese and Thai people.
Thai is the national language of Thailand, and is the
dominant language in the workplace, where both two
groups operate.  Japanese is a minor linguage i their
workplace, and seen only as o natnve lunguage for the

IMs. About a half of each groups used two languages,

by mixing them together,

maost.  Following this were Thai, and then Japanese.
The two nationalities working together i Japancse
companies in Thailand send and receive their messages
using Enelish, which is a non-native language for both
parties.  An interesting point was that the IMs (36.4%)
used Thai as their main language more than the TEs
(26.4%) used Thai.

Considering the means in Table 7, the rescarcher
thinks that o promote only one language in the workplace
may help o improve successful communication between
Japanese and Thai in the workplace. The one language
should be English, which is used as the muin language
most often by both groups.

Regarding the frequency of total miscommuni-
cation, both of the JMs and the TEs had similar results,
Nevertheless, 1t should be remarked that the frequency
of recognizing miscommunication and the frequency of
asking-back resulled in a difference between the JMs
and TEs. Regarding the recognizing miscommunication,
the IMs had higher frequency ranges than their TEs. In
addition, 10% ol the IMs reported that they did not



recognide miscommunication at all, while up o 255 ol
the TEs did not. The IMs thought o working conversation
lintled more frequently than the TEs did. The result of
the trequency of asking-back can imply that the Jhis
thought that they were asked-back less than the Ths
reported they did.

The level of cultural awareness was nol
statistically confirmed o have an wfluence on the
FOM. This result appears not (o be in agreement with
the concepis concerning interculiural communication,
which are that, the level of knowledge and the acceprince
of the beliefs and behaviours of others has important
mmplications for intercultural communication. To cxplam
this disagreement, the researcher proposes three possible
explanations.

The first possible explanation s that the cultures
of the both sample groups were similar. The questions
used o survey the sample g:'uup; cultural awareness
were focused on rcial culture, such as Jupancse culture
and Thai culture, The Japanese and Tha cultures are
both Asian cultures. In addinon, it should be taken into
consideration that within both Thai and Japanese socicty,
the traditional values are changing 1o Western ones,
espectally for the younger generation in urban areas

A second possible explanation 1s both sample
groups share one social cultre such as the company or

organization culture. In this rescarch, the sample groups

were those working together, and in the same socual
section. Therefore, two people from different raciad
cultures can perhaps communicate successtully f they
well understand their shared social culure, even though
they knew less of the other s racial culture.

A third explanation may be because the sample
oroups lor this research were hmited 10 those with
dhirect and frequent contact with their managers o
cmployees. This direct and {requent contact possibly
made them close and they knew the personal cultures of
cach other. Knowing the personal cultures of one
another possibly encourage two people o communicate
successiully, even without knowing the other s racial
culture sutficiently,

The second and third reasons mentioned above
explain that the two sample groups m this research
{the JMs and the TEs) were different from the general
strangers commonly mentioned nointercultural 1ssues.,
The commonly discussed strangers often mclude those
who have non-frequent contact, and those who have
non-close relationships, While the IMs and the TEs in
this research had @ different premise. they had a
frequent and close relationship within a shared social
aren, a workplace or a company, which usually has a
relatively strong unity, Therefore, some common
imterculiural concepts were found not to be in agreement

with the results, the rescarcher generated.

Table 8. Total results of the testing of the influences

Demographic characteristics | Japanese Ms Thai Ex Language usage Japanese Ms Thai Es
Crender Mumbers of languages v comfinmed canfirmed
--------------- !;g-u Main language nidl comfirmed | not contirmesd
Educationsl kevel not confirmed | notconfirmed | Communicative factors | Japancse Ms Thai Es
Waorking posttion nol gonfimmed | not confirmed  [ICGeneral communication skilks frmﬁrm»d f r.‘a.l'fﬁrmc({ |
Length of tme working * not confimmed | not esmlirmed Attitude confirmed canfirmed
Recruitment methosd nol confirmed Knowledge | ||r|:'}|.‘:0|‘m‘mm‘d_ » E‘Gfl_{frfr.‘d__
* Length of time working m Thdlasd or length of tme workmg in -;_.;:m] syslem aw ; st senbirmad | oot eaih 1
Japaness companes L R e b B G el T
Cultural awanencss nol comfirmed | oot confirmed

awasmumaedusssy O7 23 adufl 1 mm”e



. Recommendation

The researcher has six recommendations Tor further researches ay follows:

1. A qualittive method by using interviews for further research (so that the survey can collect more
details)

2. A non self-reporting method i collecting data

3. To focus on only one of the factors (1o understand the inMuence of each Factor more fully)

4. To study specifically on Japanese who regularly use Thai o communicate with Thai people (11 was
confirmed in this research thal there were sufficient numbers of Japanese who do use Thai to communicate with
Thuw people.)

2. To study the language usage of Japanese or Thai groups from the view of linguistics. (This research
found that nearly 70% of the two groups use two or three languages by mixing the languages. To study the typical
styles of language usage such as code switching would be interesting. )

6. To study Thai-Japanese culture comparatively (Most of the concepts conceming Thai or Japanese

cultures were considered individually or by comparing them with western cultures. )
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