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ABSTRACT

This qualitative study explores communication where English is the 'third' language
used between participants whose cultures are different. The purpose was to investigate the
communication experiences of Thai Immigration Police Officers (ITIPOs) and travellers to
understand TIPOs' role within an orgnaisational and cultural context. | took a Thai culture-
centred approach incorporating Thai values, Buddhist teachings, the organisational context,
and TIPO's communication goals in the interactions. My thesis is that individual language
skills, communication competence and goals, organisational roles and functions, and Thai

cultural values influence communication at the border.

Data-collection methods included: (1) Semi-structured interviews with 18 TIPOs and
71 travellers at five immigration offices in two Thai provinces (January-April 2018); (2)
Documents from the Thai Royal Police and Thai Immigration Bureau that informed the TIPO

role. The thematic analysis resulted in three main findings.

The first finding centred on TIPO and travellers’ perceptions of each other's
communication politeness. Results suggest that TIPOs' English-language competence
influenced travellers' perceptions of the TIPO’s ability to communicate politely. Travellers
saw TIPOs’ competence in spoken language as essential for TIPOs to communicate
successfully with them. Also, travellers perceived politeness in TIPOs’ ability to engage in
relational communication rather than just focusing on the task. This finding has implications
for TIPOs’ communicating relational and identity goals at the border. Limited English-
language competence impacted TIPOs' ability to communicate politely (relational goals),

undermining their identity communication goals to be seen and respected as police officers.

The second finding concerned the influence of the role requirements for TIPOs in
their interactions with travellers. First, TIPOs needed to enact Buddhist values upheld by the
Thai Royal Police and Thai Immigration Bureau while managing the power distance between
themselves as law enforcers and travellers. Second, TIPOs needed to enact a “service
mind” when serving travellers while exercising the authority inherent in the role. The
implications centre on TIPOs communicating their instrumental, relational, and identity
communication goals; that is, they need to be seen as Thai Immigration Police (identity)

while simultaneously enforcing the law (task) and serving the traveller (relational).

The third finding featured the practicalities, benefits, restraints, and opportunities for
TIPOs in enacting Thai values and Buddhist teachings in their service provision interaction
with travellers. At the interaction level, TIPOs responded to travellers' communications with

Thai terms incorporating Thai values. However, the TIPO’s responsibility to enforce the law



constrained TIPOs in fully enacting Thai values and Buddhist teachings. Even so, TIPO had
some latitude in observing Thai values. The findings have implications for organisational
commitment to Thai and Buddhist values (identity goals) and support for TIPOs to serve
travellers (relational goals) in carrying out tasks associated with enforcing the law

(instrumental goals).

Taking a Thai culture-centred approach to investigate TIPO-traveller interactions at
the border, was significant in revealing the task, identity and relational communication

challenges for TIPOs in enacting their role. Further research opportunities lie in investigating

how the organisation’s values, processes and training can help TIPO in managing such
challenges at the border.
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Chapter 1

Introduction

This doctoral study entitled "A Thai Culture-centred Study of Communication
Between Thai Immigration Police Officers and English-Speaking Travellers at the Northern
Borders of Thailand” explores communication where English is the ‘third’ language used
between participants whose cultures are different. Taking a Thai culture-centred approach,
the aim was to explore interactions between TIPOs and travellers to better understand the
TIPOs communication role within orgnaisational and cultural contexts. My thesis is that
individual language skills and communication competence and goals, organisational roles

and functions, and Thai cultural values influence communication at the border.

Background and Rationale

My study is important in the context of tourism in Thailand. Tourism is a major source
of income for Thailand (Ministry of Tourism & Sport, n.d.), with nearly 20 million international
travellers entering Thailand pre-COVID-19. In 2023, 29.5 million visitors were expected
(Ministry of Tourism & Sport, n.d.). Tourism (domestic and international) generates national
growth of about four billion baht a year (Tourism Authority of Thailand, 2010), the equivalent
of $156,144,053.82 (NZD). Tourism also affects economic expansion in the country through
its direct links to other industries such as accommodation, transportation, restaurants, and
indirect impacts on fuel purchases, food supply, and entertainment (Romaya, 2009a). In
addition to international travellers, an estimated 3-4 million foreign nationals, often with Thai
spouses/families, live in Thailand (Ministry of Tourism & Sport, n.d.). All international
travellers engage with Thai Immigration Police Officers (TIPOs) at the border on arrival for a
“visitor’'s visa” or at a city office to renew and extend their visas. As with the ten South East
Asian countries that form the ASEAN Economic Community (AEC) the Thai Immigration
Police have adopted the English language as their international language in their
interactions with international travellers (e.g.Romaya, 2009a, p. 36). In this context, the role
of TIPOs and their proficiency in English is important. Further, this unique set of factors offer

an opportunity for Thai culture-centred communication-focused research.

It is useful to note that the term “border” in this study has two meanings. First, is the
physical points of entry to Thailand which include airports and city offices where travellers’
and foreign residents’ visa applications and verifications are processed. Second, is a more

abstract meaning the captures the borders between the familiar and unfamiliar for both



TIPOs and travellers within the interaction. This includes cultural and organisational

processes, values, and expectations.

The focus of this study is the interactions within three domains of communication.
First is the domain of individual or micro-level communication in the interactions between
international travellers and TIPOs. The second domain is organisational or meso-level
communication where TIP roles, mission and values guide TIPO interactions with travellers.
The third domain is macro-level communication where the Thai cultural context and Buddhist
values influence TIPO interactions with travellers. The final aspect relevant to the three
domains, is the TIPOs use of English as a “third” language; that is, a second language for

both groups of interactants.

Interactions between individuals: Micro-level communication

The aspect of interactions between individuals in this micro-level communication
domain is “service culture” or “service mind” within the Thai Immigration Bureau. The service
mind, in this respect, refers to what the TIPOs need to do or say to give services to
international travellers. In order to achieve this, English language is used as a medium of
communication and TIPOs need to be trained to use English language effectively. In
expressing service culture, TIPOs need to use social or phatic words and phrases to achieve
relational communication (i.e., greeting, travelling-related issues, parting) when interacting

with the travellers during service provision.

Organisational roles, mission, and values: Meso-level communication

TIPOs have a specific role in inspecting any visitor's arrival or departure from the
country at the borders. During the inspection, specific questions concerning the immigration
rules and regulations will be asked for security purposes. The TIPO are expected to carry
out their regulatory law-enforcement responsibilities in English communication with
travellers. The phrases provided in their training, help the TIPOs speak English with full and
formal sentences to express politeness and enact the service culture of the organisation.
The goal of communication is primarily instrumental or task-focused (i.e., issue a visa) and is
achieved by seeking information from travellers. Even though the TIPO has to follow the
regulatory law-enforcement responsibilities to achieve the instrumental goals of
communication, the relational goals of communication need to be expressed to meet the
mission of the Immigration Bureau, that is, service mind in providing services (Immigration

Bureau, n.d.).



Thai and Buddhist values: Meso-level communication

In the Thai context, the social dynamics of interactions are greatly influenced by Thai
culture and Buddhist values (Mekthawornwathana, 2011). They are specific features of Thai
culture and Buddhist values to be considered include respect for hierarchy, politeness and
courtesy, saving and giving face, non-confrontation communication, kindness and
compassion, and generosity and sharing (Klinchan, 2017; Srisuruk, 2011). Individual
differences and personal characteristics also influence the interpersonal communication
dynamics in Thailand, within the broader context of Thai cultural and Buddhist values. For
example, one of the Buddhist teachings, which Thai people have adopted in order to
complete tasks successfully. This Buddhist doctrine is called “the Four Paths of
Accomplishment” and consists of (1) Chanda or satisfaction, (2) Viriya or effort, (3) Citta or
thoughtfulness, and (4) Vimamsa or investigation. For example, satisfaction refers to the
satisfaction with the field that you are working in. Effort refers to the amount of time, energy,
an attention devoted to working hard in order to complete the assigned tasks.
Thoughtfulness is concerned with wishing to complete the task. Finally, investigation means
to complete the task carefully. Individuals may achieve these outcomes differently in
interactions with others. This study will examine how TIPOs enact the Four Paths of
Accomplishments to try to solve problems and achieve the instrumental or task goals as well

as relational goals with travellers.

English as a third language: The language for inter-domain communication

In their interactions with international travellers, TIPOs often need to explain
organisational processes, and may express Thai values in English. Speaking English has
been identified as the main issue for Thai immigration police officers (TIPOs) when
communicating with international travellers (Kool-on, 2015; Smyth & Bantawtook, 2016).
However, as the literature review (Chapter 2) shows, there is little research on the
interactions between police and travellers in Thailand or worldwide. Although research has
identified a need for TIPOs to improve their language skills and competency to communicate
with international travellers effectively (e.g. Smyth and Bantawtook (2016)), examining
English-use in this formal setting as a “third” language needs more attention. Further, TIPOs’
proficiency in English has been identified as crucial to traveller safety and border security
(Kool-on, 2015). Thus, the complications of communicating in a “third language” at the
border needs consideration beyond the individuals taking part. Therefore, my study explored
the individual communication issues and skills, with reference to organisational roles and

values, and the wider cultural context of Thai and Buddhist values at play in the interactions.



With the above in view, my doctoral study aimed to examine two interconnected
issues regarding interactions between Thai immigration police officers and English-speaking
travellers. Firstly, my study examined the interactions between Thai immigration police
officers and English-speaking travellers during service encounters. This included TIPO
communication competence and politeness behaviours when working in English. Secondly
my study explored the influence of organisational and Thai values and Buddhist teachings in
TIPO interactions with travellers.

In summary, the following study focuses on the dynamics of communication during
the interactions between Thai immigration police officers and international travellers who visit
the country each year. My study explored TIPO individual communication, and
organisational roles and values, in the context of Thai and Buddhist values; These three
domains of communication—individual-micro, organisational-meso and societal-macro—and

the specific focus on the interactions as service encounters framed the research questions.

Research Questions

The central focus of this study is to explore the perceptions of Thai immigration police
officers and English-speaking travellers of their interactions with each other in the northern

Thai border contexts. Three research questions guided the study.

RQ 1: What were the experiences of Thai immigration police officers and English-

speaking travellers of the organisational processes and interactions at the border?

RQ 2a: How did the values and expectations of the Thai Royal Police and Thai
Immigration Bureau influence the Thai immigration police officers’ role and interaction with

travellers?

RQ 2b: How were Thai values and Buddhist worldviews applied by Thai immigration
police officers (TIPOs) during their interaction with travellers?

Structure of the Thesis

The overall the thesis consists of six chapters, including this introductory chapter.

The remaining chapters are structured as follows.

Chapter 2 discusses the theoretical framework and contextualises the study within
relevant literature. The chapter begins with the concept of communication and model of
communication that offers a framework to guide the study, and the concept of
communication goals within interactions. Turing to intercultural aspects, the chapter

discusses intercultural communication from Western and Asian perspectives and within



service encounters in the Thai context. The last section discusses communication in the Thai
context, emphasising the role of Buddhist worldviews, Thai values, and organisational
contexts. This chapter finishes with identifying spaces for research and introduces the

research questions.

Chapter 3 outlines the methodology including the interpretivist paradigm, the Thai
and organisational research contexts, research questions, research design and case study
approach. The specific methods including participants and purposive sampling, the pilot
process, and how the research was conducted are explained. The chapter then examines
ethical considerations, data organisation, and analysis, thematic analysis, and interpretation.

Chapter 4 presents the research findings related to RQ 1: What were the
experiences of Thai immigration police officers and English-speaking travellers of the
organisational processes and interactions at the border? The chapter begins with the
findings of perceptions of intercultural interaction in the experiences of Thai immigration
police officers and English-speaking travellers. Then, it presents the participants of each
other roles and engagement with the organisational processes. The chapter ends with a

discussion that addresses the research questions.

Chapter 5 presents the research findings related RQs 2a and 2b: How did the values
and expectations of the Thai Royal Police and Thai Immigration Bureau influence the Thai
immigration police officers’ role and interaction with travellers? How were Thai values and
Buddhist worldviews applied by Thai immigration police officers (TIPOs) during their
interaction with international travellers? The chapter starts with the TIPOs’ adoption of Thai
values while interacting with the travellers. Then, the chapter also presents the findings of
the TIPOs’ adoption of Buddhist teaching to their daily job. The chapter ends with a

discussion that addresses the research question.

Chapter 6 concludes the thesis. This chapter summarises the essential research
findings and explains their importance in addressing the research questions and the
limitations of the study are identified. The chapter presents the contributions to the field and
suggests areas for further research. To end the thesis, the chapter raises final thoughts
concerning the researcher’s voice about TIPO-traveller interactions in the Thai border

context.



Chapter 2

Theoretical Framework and Literature Review

This chapter explains the development of the theoretical framework that guides the
thesis within the context of relevant literature. This chapter is divided into three sections. The
first section outlines a communication framework and describes theories related to
communicators in interactions. It covers some key definitions of communication and
discusses communication competence theory with specific attention to intercultural
communicative competence, and the nature of interactions. The second section discusses
research related to communication contexts, intercultural communication, Asia-centric
approaches to communication, Thai values and Buddhist worldviews, organisational culture,
and third spaces. The third section examines the research context of Thailand, the border,
and the organisation. The border in this study refers to, firstly, the Immigration Police Offices,
where the Thai Immigration Police Officers (TIPOs) provide services to travellers. In this
study, the borders can be located in the city centre or the borders, the physical entry points
into Thailand. Secondly, as noted in the Chapter 1, the “border” may also capture the idea of

encounter of the familiar and unfamiliar for both TIPOs and travellers within the interaction.
A Communication Framework

Communication has been defined in various ways. Early definitions often draw on
Shannon and Weaver’s (1949) transmission model, which involve a sender and a receiver of
a message; the channel (which means by which messages are transmitted) and “noise”
which causes distraction for those involved in the communication. Noise can include
individual characteristics (e.g., physical comfort, mood, and language skills) and contextual
factors (e.g., setting). However, Shannon and Weaver’s (1949) definition were limited to the

exchange of messages and definitions of communication have subsequently evolved.

Gudykunst (2003b) argues that communication involves «two levels of process:the
exchange of messages and the creation of meaning” (p. 9). In the interaction process, the

meaning itself cannot be merely “transmitted” from a sender to a receiver in words

(symbols). Rather, meanings—that is, interpretations and understandings—are negotiated in

interactive verbal and nonverbal messages and co-constructed by the interactants. This is
because “the symbolic nature of communication means that the words we speak or the

gestures we make have no inherent meaning. Rather, they gain significance from an agreed-



upon meaning” (Gudykunst, 2003b, p. 94). In this respect, symbols (e.g., language and

words) are used for communication between people who share the same symbolic system.

When people come from different symbolic systems, such as different cultures, shared

meanings can be difficult to achieve.

One model of communication, the “Synergetic Model of Communication” (Alberts,
Nakayama, & Martin, 2019; Figure 2.1) accounts for these differences by identifying the
factors that affect communication between people. These factors include the influence of
societal forces, the individual forces of the sender and receiver, the interlocuters’ own

culture, and other contextual factors.

Culture Culture

Field of CONTEXT Field of

Experience Experience

Relationship . ] : Relationship

Sender! Sender/

Recelver MESSAGE === Meaning = MESSAGE Receiver
— Channel : —— 3
Societal Individual i i i Individual Societal
Forces | Forces i : Forces | Forces

A Culture Culture iy

Figure 2.1 The Synergetic Model of Communication

Individual forces, such as age, race, ethnicity, nationality, gender, sexual orientation,
regional identity, and social class, affect communication (Alberts et al., 2019; Andrews &
Sununta, 2009) in that they bring differences in perceptions and experiences to the
interaction. Other individual factors, such as personality, cognitive and physical abilities, and
communication skills, also influence communication events. Societal forces, such as social,
economic, historical, and political structures, affect how individual factors are perceived.
Groups value factors, such as age, status, and hierarchy, differently, and these values are
communicated through media, friends, family, and within organisations, including schools,
religious institutions, and political structures. For instance, age and rank are considered
particularly important in Thai culture and assume special prominence and consideration in

government organisations (Andrews & Sununta, 2009).

Communication is embedded in culture. Culture can be defined as “patterns of

perceptions, values, and behaviours shared by a group of people” (Alberts et al., 2019, p.



14) that also change over time (Martin & Nakayama, 2013). Individuals may belong to many
cultures, including those of one’s gender, ethnicity, occupation, and religion, each with its
own communication pattern (Martin & Nakayama, 2013). Thus, participants will bring their
“beliefs, values, norms, and attitudes to each interaction” and the cultures to which they
belong shape each of these factors (Hofstede, 2001, p. 18) and culture therefore, affects
communication. Finally, context also affects communication events Context includes the
setting or factors associated with the setting (e.g., family situation, organisation) of the
communication event, the nature of the event (e.g., celebration, regular team meeting), who

is present, and how (e.g., physically in the location or virtually).

The synergetic model of communication by Alberts et al. (2019) offers this thesis a
useful framework for examining interactions between Thai Immigration Police (TIPO) and
travellers at Thai borders as it takes into account individual characteristics, contextual
factors, and wider societal forces, all of which influence the nature of communication. As
these TIPO-traveller interactions are “intercultural,” key features of intercultural
communication also need to be taken into consideration within the theoretical framework of

this thesis.

Definitions of intercultural communication tend to focus on shared and different
symbolic meanings, ranging from the simple to the complex. (Hofstede, 2001, p. 18)

suggests that intercultural communication occurs when people from different “tribes” meet.
Similarly, others have described intercultural communication as face-to-face interactions

between people from two or more cultures (Jandt, 2001; Varner & Beamer, 2011). A more
complex definition is offered by Samovar (2004) who stated that “intercultural communication
involves interactions between people whose cultural perceptions and symbol systems differ
enough to influence communication events” (p.15). In other words, the ways in which people
speak and interpret messages are influenced by the intercultural aspects of the
communication event itself. When people from Western countries, such as the United
States, interact with people from Asian countries, such as Thailand, shared symbolic
systems are negotiated to create meaning (Koester & Lustig, 2012; Samovar, 2004). When
intercultural communication occurs, members of different cultural groups create shared

meanings in that context to effectively interact with each other in a particular circumstance.

This aspect is captured in the synergetic communication model, which highlights that

meaning is co-created between participants.

Having introduced the synergetic model of communication, the next section explores
how this framework may be applied at the level of interactions, how it takes place in relation

to societal factors such as culture, and in relation to contexts involving the organisation (i.e.,



Thai Immigration Police Office) and the setting. The next section begins by exploring
communication goals and communication competence at the interaction level. It then
discusses Thai, Buddhist, and intercultural factors at play in a communication event before
discussing the context in which the interactions examined in this thesis take place: the

physical setting of Thai borders and organisational factors.

Communication at the Interaction Level

This section describes communication at the interaction level. Communication at this
level includes communication goals and competence (skills and attitudes). Each of these is
described as follows.

Communication goals

Communication goals have been defined as “desires and states” and are often
treated in the same way as concerns, intent, or motivation (Middleton, 2013). Although
various kinds of goals may be relevant to interactions, the communication literature has
generally focused on three goal types: 1) instrumental, 2) relational, and 3) identity (Clark &

Delia, 1979). These are described in the following paragraphs.

Instrumental goals are task-oriented and often concern the main purpose of a
conversation. Examples include providing and seeking information, persuading, instructing,
informing, selling, teaching, and offering comfort or support (Clark & Delia, 1979). However,
when focusing on instrumental goals, relational and identity goals must be achieved
simultaneously. In the realm of interpersonal communication, individuals may have relational
goals that aligns with the aim of navigating interaction between themselves and others
(Dillard, 1997). These goals many encompass the management of power dynamics and the
level of intimacy within the interaction (Caughlin, 2010). Specifically, within the realm of
relational goals, identity goals come into play, focusing on how each participant perceives
themselves. Identity goals illustrate the desire of individuals to portray themselves or their
conversation partners in a particular way (Middleton, 2013). For instance, some travellers
may want to be seen as knowledgeable about visa extension procedures at the border and

may therefore be reluctant to ask other travellers for help.
Communication Competence: Skills and Attitudes

Communication competence theories attempt to explain how and why people interact
with each other in a certain way. This section discusses the definition of communication
competence and research on communication competence. Intercultural Communicative

Competence (ICC) is a concept drawing on two main elements: communicative competence



and intercultural competence (Penbek, Yurdakul Sahin, & Cerit, 2012). ICC holds that
speakers seek to acquire necessary behaviours and improve on, thereby enabling them to
interact appropriately and effectively with speakers from different cultures. Within
intercultural settings, communication competence refers to "the appropriate and effective
management of interaction between people who, to some degree or another, represent
different or divergent affective, cognitive, and behavioural orientations to the
world,”(Spitzberg & Changnon, 2009, p. 6). As it is often said, misunderstanding increases
communication between strangers (e.g.House, Du Bois, Smidt, & Shohat, 2007,
Rattanapian, 2016; Romaya, 2006; Wadej, 2015). Misunderstandings can arise from

variances in pronunciation, grammar, familiarity with the discussed topic, and fluency in the

medium of communication (Gudykunst, 2003a; RISKA, 2012; Romaya, 2006; Tipmontree,
2007). Thus, individuals from different cultures may not transmit messages in ways that ca
be understood by others (Gudykunst, 2003a; Kenesei & Stier, 2016; Samovar, 2004). With
respect to intercultural communication events where the potential for misunderstandings is
rife, it is important for communicators to engage with, be aware of, and develop effective
communicative strategies and interaction skills (Romaya, 2009a; B. K. Sharma, 2018; P.
Sharma, 2019; Vine, 2018).

Kupka (2008) argues that intercultural communication competence also involves

n

“‘impression management” (p. 16). Impression management enables individuals from diverse

cultural backgrounds to acknowledge their inherent identities and cultural distinctions,

facilitating effective and appropriate interaction in various contexts (Inkaew, 2016).

Intercultural competence also involves behaving and communicating effectively in
cross-cultural situations to achieve one’s communication goals (Deardorff (2006). The
process of understanding, respecting, and responding appropriately to people who are
perceived as being of a different culture involves a combination of attitudes, knowledge,
skills, and actions that form the basis of an intent to cultivate positive and constructive
relationships with others, it is essential to develop an understanding of oneself and

recognise one’s various affiliations through meaningful interactions with diverse culture.

Communication at the Cultural Level: Thai Values and Buddhist Worldviews

Buddhist teachings influence the everyday interactions of Thai people, and it is
essential to discuss Thai values and cultures in connection with Buddhist teachings within
the context of intercultural communication. Buddhism is one of the main religions in
Southeast Asian countries. In Thailand, 94 percent of Thai people practice Buddhism, and
Buddhism is now the national religion (King, 1999). Thai society, culture, values, and

Buddhist teachings are inextricably intertwined and learnt from a young age.
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Buddhist Worldviews

The most significant foundation of Buddhism is Dhamma (Payutto, 2007). Dhamma is
defined as the regulation or law of nature, which refers to the marks of existence such as
impermanence, suffering, and non-self (Payutto, 2007). The concept of reincarnation after
death is central and Buddhists practice and adopt Dhamma in their daily lives to gain insight
into the law of nature with the ultimate aim of escaping from the cycle of reincarnation
(Chuang, 2004, Dissanayake, 2010; Gadavanij, 2002; Ishii, 2009). Dhamma can be divided
into five key subdisciplines: (1) the Five Precepts or Commandments, (2) Plong or Ploy
Wang (letting oneself go), (3) the Four Noble Truths, (4) the Four Immeasurable, and (5) the
Four Principles of Service.

The first Dhamma, the Five Precepts, serves as the fundamental morality of
Buddhists to refrain from bad actions that cause Karma (Gadavanij, 2002). Karma, a Thai
term, refers to the effect resulting from a morally "good" or “bad” action. Generally speaking,
morally good actions bring positive results, while morally bad actions bring bad results.
Morally good or positive actions enact self-respect and respect for others or enhance people
to partake in a good action. Morally bad or negative actions enact bad outcomes to others.
The Five Precepts prescribe five abstentions: abstaining from (1) taking the life of things, (2)
taking other people’s belongings, (3) sexual misconduct, (4) false speech, and (5) alcohol
and drug abuse. It is believed that if people follow and practice the Five Precepts regularly,
they will live peacefully and happily (Vajira, 2019). However, in the context of communication
and interaction between people, moral choices in everyday actions and the resulting Karma
are usually subtle. Karma is invisible, impermanent, invincible, and therefore not evident
immediately after action (Gadavanij, 2002). Rather, Karma plays out over this and the next
lifetime (Gadavanij, 2002) and, as a result, motivates people to realise good acts and avoid
bad acts.

The second subdiscipline of Dhamma is Plong or Ploy Wang, the notion of “letting it
go”. This Dhamma refers to the manner of accepting the situation or state resulting from an
action that others have conducted, which one is not able to control or manage. The need to
accept things and “let things be” is a way of coping with whatever is the cause of suffering
(Gadavanij, 2002).

The third subdiscipline is the Four Noble Truths, which aims to understand four
"sufferings" and to liberate oneself from them. The First Noble Truth is Dukkha, or suffering,
which refers to challenging conditions that are hard to tolerate, such as birth, aging,
sickness, and death. The condition of suffering may also extend to being with people or

things that we despise, missing the ones/things we love, and being disappointed. The
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second Noble Truth, Samudaya, refers to the cause of suffering and consists of three human
desires: having sexual pleasure, processing materials, and being ignorant (i.e., to let
something go or Plong). The third Noble Truth, Nirodha, is the cessation of suffering and
refers to ending the three human desires. The fourth Noble Truth, Magga, or the path to the
accusation of suffering, guides one who practices this Dhamma to escape from the suffering.
These four truths were taught as methods of moral training and ethical conduct. Such
conduct comprises the right speech, action, and right (Chinnawong, 2007, p. 23).

The fourth subdiscipline, Brahmavihara, or the Four Immeasurable, influences the
way one lives peacefully in one’s community in terms of one's way of life and in terms of
one’s mindset. The first immeasurable is metta or loving-kindness and the wish for other
people to be happy. The second immeasurable is karuna, or compassion and the wish for
other people to be free from suffering. The third immeasurable is mudita or sympathetic joy
and being pleased, without envy, when other people are successful. The fourth
immeasurable is upekkha or equanimity, and the realisation that to ignore difficulties or avoid

bias is to know that one cannot get away from Karma (Dissanayake, 2010).

The last subdiscipline is Sangahavatthu or the Four Principles of Service. This
teaching aims to teach and remind people to treat others by sympathising with, being
generous, and helping others. This doctrine begins with the principle of danna or giving or
sharing what one has with others. The second principle, piyavaca, concerns speaking with
sincerity and using polite and pleasant words, in the right time and place, and in a helpful
manner that can lead one to be cheerful. The third principle, atthacariya, involves doing what
is meaningful and valuable for others mentally and physically in ways that promote
happiness for others. The fourth principle, samanattata, involves behaving properly and
always considering morality before acting. The four teaching principles bind individuals to
morals that guide them to behave well, enabling a peaceful life with others in a mass society
(Nyani, 2018).

The five Buddhist teachings described above result in five core characteristics of Thai
ways of living. These five characteristics are (1) learning to live intuitively, (2) serenity, (3)
empathy, (4) emotional control, and (5) avoidance of any forms of violence and acting
irrationally (Chuang & Chen, 2003). Buddhists are taught that those who adopt these
teachings in their daily interactions and in their daily lives will be successful in their
intentions. The profound influence of Buddhism on the Thai way of living is reflected in the
language itself. Specific Thai words, such as Mai Pen Rai (compromising), Kreng Jai

(concern for the feelings of others), and Khothot (taking responsibility and apologising)
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(Mekthawornwathana, 2011), are frequently found in everyday conversations and reflect the

values shaped by Buddhist teachings.
Thai Values

Buddhism permeates Thai values, culture, and communication. Mekthawornwathana
(2011) identifies words such as Kreng Jai, Khothot, and Mai Pen Rai as examples of Thai

terms that are infused with Buddhist principles that compel individuals to be morally good.

The concept of Kreng Jai, which denotes concern for the feelings of others, falls
under the Five Precepts doctrine, in discouraging individuals from actions that violate others
(Gadavanij, 2002). The word Kreng Jai shows that the speaker is giving consideration to
others or is aware that her/his acts may bother or cause the other person inconvenience or
problems.

Mai Pen Rai is connected with the Buddhist principle of Ploy Wang or letting oneself
go (Gadavanij, 2002), wherein detachment plays a central role in minimising one’s suffering.
If, for instance, one is confronted with verbal conflict with the likelihood that the conflict will
escalate, saying Mai Pen Rai can serve to remind the speaker to let go of the conflict with

the potential hope that the conflict can be resolved later.

The term Khothot comes from the notion of Karma, which holds that a good deed
produces good Karma while a bad deed leads to bad Karma. The word Khothot is used
when one seeks to take responsibility for having engaged in misdeeds. The function of
Khothot is to show that compromising during the interaction expresses the belief of solving a
problem with the middle way or magga. The act of compromising is also employed to enable
both interlocutors to save face while resolving the issue and enabling each to help and care
for the other. Thus, Khothot falls under the Buddhist doctrine, the Four Principles of Service

or the Four Sangahavatthu.

Using fundamental Buddhist ethical doctrine, Ishii (2009) explored three scholarly
stances concerning Asian communication ethics. Firstly, the study reviewed and confirmed
the growth of research on religious ethics in intercultural communication and education.
Secondly, Ishii (2009) described the four fundamental doctrines and precepts of traditional
Buddhism, the Twelve-Linked Chain of Causation, the Four Noble Truths, the Eight Noble
Truths, and the Ten Precepts and compared them with Western-centric perspectives.
Although Ishii (2009) notes that these four Buddhist teachings belong to the Mahayana
School of Buddhism and that Buddhism in Thailand draws on the Theravada School of

Buddhism teachings, he/she notes that the Four Noble Truths doctrine is prominent in
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Thailand. Furthermore, the four fundamental precepts are grounded on the concept of “the
middle way”: that is, “the belief that the ultimate goal of Buddhism is the attainment of the
state of liberation (moksa) from suffering (dukha) and enlightenment (bodhi)” (p. 52). Lastly,
and most relevant to the current study, Ishii (2009) applied Buddhist ethical morality to the

study of human-to-human communication.

Chuang and Chen (2003) also use the Mahayana Buddhist perspective to examine
connections between essential Buddhist teachings and human communication in East Asian
contexts. These Buddhist teachings include “perception of reality, living the present moment
and mindfulness, compassion, the four-noble truths, and six paramitas” (pp. 65-71). Chuang
and Chen (2003) describe how these Buddhist teachings influence East Asian
communication behaviours in relation to five aspects: ontological assumptions,
communication ethics, communication behaviours, relationship development, and rhetorical
communication (Chuang & Chen, 2003). They argue that Buddhist teachings permeate East
Asian communication behaviours, and the themes of harmony, mutual dependence,
selflessness, compassion, and ethics provide pathways to achieving enlightenment. The
study identifies intuition, the emphasis on silence, being emphatic, emotional control, and

avoiding aggression at all costs, as five key features of East Asian communication.

Both Chuang and Chen (2003) and Ishii (2009) argue that the Buddhist teachings of
compassion and the Four Noble Truths are central to the Thai culture. These two teachings
serve to help one manage the suffering in one’s mind. They describe the cause-effect of
suffering and describe how one can escape suffering. In addition, Chuang (2004) has also
examined Taoist and Buddhist perspectives on intercultural conflicts, emotions, and
adversities. The study identified key Buddhist teachings — the Four Noble truths, self-
actualisation, kong (emptiness), the ebb and flow/dialectical nature of life and
impermanence, and non-attainment — and linked them to fundamental Asian values
prominent in Northeast Asia and certain parts of Southeast Asia. These cultural concepts
underpin the values and general code of conduct in these regions. Chuang (2004) also
contends that the concepts of Tao Te Ching, Chuang-Tzu’s Inner Chapters, the Heart Sutra,
and the Diamond Sutra are applicable when resolving interpersonal conflict, emotions, and
adversities in these regions. Chuang (2004) asserts that, compared to a Western approach
of communication, which tends to be rational and linear in nature, Asian approaches to
communication tend to reflect a Buddhist approach in being cyclical in nature, personifying

the notion of reincarnation.

The study by Dissanayake (2010) also links Buddhist teachings with Asian

approaches to communication. This study, set in Sri Lanka, where Buddhism was born,
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identifies ‘brahmavihara’ or ‘the four immeasurable’ (loving-kindness, compassion,
sympathetic joy, and equanimity, p. 89) as having profound implications for both
interpersonal and group communication. Dissanayake also found that the ‘four
Sangahavatthu’ or ‘the four treatments for group awakening’, which involve sharing, pleasant
speech, meaningful activity, and non-partisanship, are central in guiding the actions of a
group. Historically, these principles were used to maintain harmony in society (Dissanayake,
2010). This approach to communication privileges sharing, mutuality, and listening and is in
direct contrast to the Western model of communication which hinges on the sender’s power

to influence and manipulate the message sent to the receiver.

A summary of Thai and Buddhist value statements are provided in Table 2.1 below.
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Table 2.1. Summary of Thai and Buddhist Value Statements

Thai phrase Thai and Buddhist Pragmatic meaning Social meaning Denotive meaning Specific example of
Values (noun) Behavioural intention Context/situation English how the term may be
underpinning the when the term may be  approximations of used
term used the term
- To give face - Informal situation - Don’t worry
Mai Pen Rai TV Showing respect - To compromise It's okay How Mai Pen Rai is used
- To console - It's not a problem to show an act of
TV Showing compromise - To let something go compromise
- To respond to thank
(give face) A government officer,
upon noticing that his
client is old and frail, may
waive the requirement
that she produce a copy
of a document by offering
to photocopy that
document on her behalf:
“Mai Pen Rai ” | will make
a photocopy for you.
- To compromise - informal situation - Loving-kindness
BV Showing kindness - To let something go (Four Friends are talking

- To terminate conflict
BV Expressing Plong
(letting go)

Immeasurables)
- Letting go.

A: | lost my glasses
yesterday at the
university.

B: How?

A: | don’t know. | hope |
can find it.

B: If you can’t find it, just
let it go and buy a new
pair.
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Khothot

TV Showing respect

TV Showing compromise

- To apologise

- To ask for attention

- formal situation
- informal situation

| am sorry for what

| have done
Excuse me

At a university lecture:

The lecturer may say
“Khothot [please listen to
me]” at the start of the
lecture to get the attention
of his or her students.

BV Showing kindness

- To terminate conflict

- To avoid bias

- formal situation
- informal situation

Loving-kindness
(Four
Immeasurables)

A person may say
“Khothot” when he or she
has accidentally bumped
into another person and
seeks to preempt conflict

Kreng Jai

TV Showing respect

- To show
consideration to
others

- To save face for the

speaker

- formal situation

respectful

afraid that other
people would feel
unsatisfied

do not want to
bother other
creating a good
image for the
speaker

If an individual is noisy at
a library, someone may
say to that individual
please be “Kreng Jai”

BV Showing sympathy

- to terminate conflict

- formal situation

Loving-kindness
(Four
Immeasurables)

| and my friends were
talking very loud in public
area and to terminate the
conflict with other people
in this area, one of my
friends told us to turn
down the voice.

(Drawn from Mekthawornwathana (2010, 2011, 2012); Chaimanee (2003); Areemit et al. (2021); Fuangkajonsak (2019);
Gadavanij (2002); Intachakra (2012); Panpothong and Phakdeephasook (2014); Sirimahawan (2003)).
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Positive and Negative Politeness in Thai Culture

Politeness is determined based on the specific cultural context: what is considered
polite in one culture may be deemed rude in another culture. Brown and Levinson (1987)
identified two kinds of politeness: negative and positive politeness. Negative politeness
involves the desire of an individual for their actions to be unimpeded by others. Positive
politeness involves the speaker seeking to build a positive relationship with others, with the
aim of being liked and understood. The three core Thai values related to politeness are
Kreng Jai, Khothot, and Mai Pen Rai (see Table 2.1 above). These values have denotative,
pragmatic, and social meanings in Thai oral communication. Denotative refers to the literal
meaning accepted at that time by those who use the word (Mekthawornwathana, 2011).
Pragmatic refers to the meaning of the word based on the speaker's intention
(Mekthawornwathana, 2011). Social involves the relationship between the speaker the
listener and the situation in which the communication takes place (Mekthawornwathana,

2011, p. 1). The following sections explore studies concerning Kreng Jai, Khothot and Mai

Pen Rai, in relation to these levels of meaning and positive and negative politeness.

Kreng Jai: The first value, Kreng Jai, relates to negative politeness
(Mekthawornwathana 2011). Kreng Jai, which involves giving consideration to others, is
used in social situations where there is some social distance between the speaker and his or
her listeners. This distance may arise from the speaker being unfamiliar with his or her
listeners, or as a result of a difference in social status, for example, between students and
teachers, children and parents, and employees and their supervisors (Mekthawornwathana,
2011, 2012). This means that the speakers have to arrange the utterance using polite

speech and not show the speakers' negative faces (Brown & Levinson, 1987).

Pragmatically speaking, Kreng Jai is used in the following communication situations:
1) when talking to unfamiliar people; 2) in a formal situation; 3) to show Kwam Kreng Jai (a
noun form of Kreng Jai ) which is similarly defined as consideration for others; 4) if the
speaker is afraid that s/he may have done something that bothers her/his listeners; 5)
showing respect to one’s listeners; and 6) showing sympathy (Intachakra, 2012;
Mekthawornwathana, 2011, 2012). Kreng Jai has three denotative meanings: being
“respectful”; “afraid that other people would feel unsatisfied”; and “afraid that what happened
might bother others” (p. 131). Kreng Jai is also associated with three other pragmatic

meanings: “accepting”, “refusing”, and “thanking”.

Intachakra (2012) argues that Western assumptions of politeness (e.g., Brown &

Levinson) are grounded in notions of “face” where the management of reputation and image
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is key. He claims that understandings of face as being something that may be lost or
enhanced, and which is often associated with avoiding embarrassment or humiliation, has
become an orthodox view. Thus, when interactants “flout” social norms, they “manage to
exchange their polite intentions” (p. 619) so as to attend to face issues. In so doing, the
interactants take a “means-to-end rationality” (p. 620). Intachakra (2012) states, however,
that politeness in many cultures, and particularly Thai culture, takes a “rapport-oriented
rationality” (p. 620), which is concerned with “interpersonal connection and relationship
maintenance” (p. 620). Intachakra (2012) argues that greater emphasis should be given to
rapport-oriented rationality when politeness is being studied because considering politeness
from the position of “how we feel towards one another” can complement “how our
personhood is maintained, flawed or damaged” (p. 621). This ties in with Delia and Clark’s
(1979) point that three communication goals—instrumental, relational and identity—are
present in any interaction. A means-to-end rationality can be seen as attending to
instrumental communication goals, and a rapport-oriented rationality to relational

communication goals.

Intachakra (2012) explores the Thai politeness concept of Kwam Kreng Jai to
illustrate the value of firstly taking a Thai perspective on politeness, and secondly, using a
“heart” rather “face” metaphor in communication. In essence Kwam Kreng Jai concerns not
wanting to impose on others and is characterised by “awareness of social standing,
consideration for others’ benefits, and self-denial” (p. 622), and in some respects, may be
seen as “identical with politeness” (p. 623). Even though politeness and Kwam Kreng Jai
both feature consideration for others, Intachakra differentiates between the two. He contends
that politeness is concerned with “how to say things/get things done politely” whereas Kwam
Kreng Jai involves “how not to say things/ get things done in order to be polite” (p. 623).
Thus, in contrast to avoiding face-threatening acts (Brown & Levinson, 1987) and a means-
to-end rationality, a speaker enacting Kwam Kreng Jai takes a rapport-oriented rationality

and avoids heart-threatening acts.

In the wider context of Thai social forces (see Communication Framework), Kwam
Kreng Jai is a fundamental principle that guides expectations of what is socially acceptable.
Its influence is so pervasive that members of Thai society cannot be seen to put their
“personal goals, wants and rights ahead of those ... upon whom they ‘depend’ in one way or
another” (p. 623). At the heart of this personal subjugation in favour of the other are Buddhist
values where individual fulfilment is achieved through accommodating and benefitting others

even when this means giving up one’s personal goals, wants, and rights.
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Intachakra (2012) identifies four communication categories of enacting Kwam Kreng
Jai: non-communication, epistemic displacement, explicit self-effacement, and hedged

intentionality (p. 625).

¢ Non-communication: Where a speaker does not say anything to avoid imposing
on the other and may involve “non-verbal cues [or] remaining meaningfully
silent” (p. 625).

o Epistemic displacement: Making a “disingenuous statement” or fibbing to avoid
speaking what they think may be an “undesirable truth” (p. 626). An example
may be an employee responding with “I have no plans this evening” to a
manager’s statement “It's 5 pm, you may go home now”.

o Explicit self-effacement: When a speaker makes it clear that they have denied
themselves something for the sake of the other’s “convenience, advantage, or
peace of mind” (p. 628). The speaker concedes to another’s request and the
other person recognises that the speaker has made a concession.

¢ Hedged intentionality: In situations where the speaker cannot avoid imposing
on the other, they use a “hedging device that helps exonerate themselves from
sanctions for such violation [of Kwam Kreng Jai]” (p. 630). For example, a
colleague may respond with “I don’t want to impose on you; I'll pay you back
later” to another colleague’s offer: “I'll pay the bill this time — you have paid for

me many times.”

Intachakra (2012) suggests that these categories may apply in cultures other than
Thai culture. This thesis examines how these categories apply in the interaction between
Thai Immigration Police Officers (TIPOs) and travellers. In these interactions, TIPOs are in a
position of power with their legal authority to grant or withhold visas while travellers are in a

subordinate position in needing to comply with certain rules to obtain their visas.

Khothot: The second Thai value that is related to politeness is Khothot. Khothot is
classified as negative politeness in terms of a speaker taking responsibility for imposing on
another. Khothot involves asking for forgiveness for wronging another and is similar to

"

English expressions such as, “Sorry”, “Forgive me”, and “Excuse me”. Khothot holds many
pragmatic functions such as serving as a linguistic device for apologising, introducing,
attention-getting, leave-taking, blaming, asking for permission, refusing, bothering, giving
ideas, speaking sarcastically, explaining something, taking responsibility, solving the
problem, offering help, offering options, promising, and asking about damage
(Mekthawornwatthana, 2011, 2012). As noted in Table 2.1, a classic example of using
Khothot is when a speaker employs this term to get the attention of his or her audience.

Khothot is commonly used to diffuse tensions and, should conflict arise between individuals,
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Thais will often choose to say Khothot to signal their willingness to compromise and to give

face to the other party (Junlaprom, 2011; Mekthawornwathana, 2011, 2012).

Mekthawornwathana’s (2011) study identifies two denotative meanings of Khothot: “I
am sorry for what | have done” and “excuse me”. In addition, four pragmatic meanings were
also identified: apologising (e.g., when a speaker dials the wrong number in a phone call:

“Ooops! Khothot. | have the wrong number”). It can also be used as an introductory device

(e.g., Aua: “velnwaz vodu liquid wieenz”/ aunlanyih: “dahnmaudiialid”/ Speaker’s Question:

“can | please borrow your correction pen?”, Receiving End’s Behavioural Response:
hands the correction pen to the speaker). Khothot can be also be used to get the attention of

others (e.g., in the grocery shop: dya: “voTnyuzasu” , Wwesdu: “voTnvaz linswiiuiieiy

oz 15Any”/ Speaker: “khothot”, Shop Owner: “khothot, what would you like to buy today?”),

and it is also used as a leave-taking device, such as when the speaker answers a phone call
at an inconvenient moment and says “Khothot. | will call you later.” Khothot may be used in
both formal and informal social situations and in contexts where the speaker is familiar or

unfamiliar with others.

Similarly, Mekthawornwathana (2010), using data from Natural Semantic
Metalanguage (NSM), explored semantic primes or universally understood ideas in Thai and
described definitions of apologising or Khothot. Sixty-two semantic primes (a set of basic
vocabulary) in Thai were identified. The use of Khothot or apologising can be categorised
into eight different situations as shown in Table 2.2.

Table 2.2 Eight situations of using Khothot

Eight Situations of using Examples of Situations using Khothot

Khothot

(Mekthawornwathana, 2010, Thai Scripts English Translation

pp. 38-46)

1. doing a bad thing to “eseRut Uszmase fEawaseen Mr. Chaipan Praphasawat, the
others advisor of the Assembly of the

AUIU NATIFURLINUI UIWNTTUUAT ) )
Poor, said the same thing that

AIzoenuIve Indanumnaniinanm  the prime minister should say

‘a9 49 9 “khothot” to the people rather
Mgels dosve Inpnasdeanudueay

than saying “l am sorry”. | must

Y o ” o A Ay 11 gd
6l‘}"i'mJ“lJiu“]ﬂ‘]fu (ﬂumﬁm‘lmm’ﬂg«au) say “khothot” that he made the

people confused.”
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2. bothering

“ &£ & v A a0
A5 snunils Fusenedreumnsosbu
B0 v InunozuzAUYI VNI
1 1 bEN1] Rt =1
aalszmals vy’ “vovnz” urand

v oW
UM

A foreigner who you talked to
on the plane asked you,
“Khothot”, do you like
international movies?” and
Nuansajee said, “yes, | like
them”

3. asking for permission

“voTnwuzaz voyaaldlulas Tiuuy

Az mszanu liada”

Khothot, could | use your
microphone? | am not used to
it.

4. giving ideas

“yoTnyuzaz AnuAnIII TSR
1] Y
Uszaumelutuin 10 Tuny T 02143

= @ 9
LINUATIUN

Khothot, | think that we should
arrange the meeting for the
10 of March.

5. speaking sarcastically

a 1 A o A = 7
ﬂﬂ'ﬂﬁ)glﬁuﬂuﬂﬂwimymvn'gaﬂ AN

v
(2

aamsoveTny 7 lvuld aynazud”

| thought that it would be the
same as it was advertised. |
waited for it to say khothot. It

was very funny.

6. blaming “voTnvuzaz linnuiweadiuthesiy  Khothot! Do you see the sign
ey P “Smoking is prohited™?
gquyrInsenlanvy Mdeamsguyns
nzan luii lildvwee”

7. refusing “UoTnvuzas dleriinidud 5 Tua Khothot. You have exceeded
. P oy the time you are allowed to
1BuAz aoutlvuaaNIE) )

borrow this.
8. ordering “voTnvuzise e liiudainniion 1§ Khothot. Could you speak

Tnw

louder?

In the Thai culture, the act of apologising has been more commonly associated with

politeness and in giving and saving face, reflecting the concerns of Thai people about the

feelings of others (Intachakra, 2012). Junlaprom (2011) investigated speech acts and

patterns used in apologies within a business context in Thailand and found that the main

strategies served to give face and to save face. The keyways in which Khothot is used apply
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to the interactions between TIPOs and travellers at Thai borders. While TIPOs are in a
position of authority, and have the power to grant or withhold visas, they may still elect to say

“khothot” to highlight their intent to provide quality service.

Mai Pen Rai: Third, Mai Pen Rai represents positive politeness and is used to
highlight the speaker’s amiability. This term involves an inclusive communication style by
framing the listeners as acquaintances. This term corresponds to many meanings in English,
including 'don't worry', 'it is acceptable’, 'no problem’, 'not at all', ‘that's all right', ‘it doesn't
matter', and 'never mind'. Mekthawornwathana (2011) found that speakers tend to use Mai
Pen Rai when addressing someone who is close to them and generally in formal situations.

Pragmatically, Mai Pen Rai is used as a remark of consolation with several purposes.
These include: 1) to make the listener feel better; 2) to respond to an apology; 3) to perform
a refusal strategy; 4) to respond to thanks (similar to “You’re welcome”); 5) to provide back-
channels to fill the pause or turn-taking in conversations (e.g., saying “uh-huh” to signal that
the listener is listening to the speaker); 6) to provide a pause in conversations; 7) to express
sympathy and understanding of others’ concerns; and 8) to terminate verbal conflict
(Chaimanee, 2003; Mekthawornwathana, 2011; Panpothong & Phakdeephasook, 2014).

Other studies have investigated the three terms, Kwam Kreng Jai, Khothot, and Mai
Pen Rai, individually to better understand the language used in daily interactions. Gadavanij
(2002), for instance, contends that Thai people are taught to adopt the ‘five precepts’ of
Buddhism to gain ‘karma’. As with Mekthawornwathana (2011) and Gadavanij (2002),
Panpothong and Phakdeephasook (2014) investigated the pragmatic functions of Mai Pen
Rai and identified the following meanings and purposes when the term is used: “a response

to apologising”,

a refusal strategy”, “a remark of consolation”, and “a strategy to terminate
verbal conflict” (p.100-103). The study notes that the meanings of Mai Pen Rai are closely
associated with the Buddhist concept of “Tri Laksana” or “the three characteristics of
existence”: 1) aniccang or anicca (impermanence), 2) dukkhang or dukkha (suffering), and
3) anatta (selflessness) (Panpothong & Phakdeephasook, 2014). The concept of Tri
Laksana is a reminder of the impermanence of all things in the universe and because no one
can avoid suffering, Buddhists must detach themselves from the material world and their
concern to eliminate their suffering. Panpothong and Phakdeephasook (2014) point out that
because Thai speakers use Mai Pen Rai in many different ways, at times, this term has no

equivalent expression in English (Panpothong & Phakdeephasook, 2014).

Thai society places a great deal of importance on social status, social rank, and age.
The relationship between older-younger, subordinate-superior, and patron-client is

considered highly important (Komin, 1990). The expression Kreng Jai is often understood as
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the first stage of Buddhist teaching in Thai values where the speaker is reluctant to impose
on another. Meanwhile, Mai Pen Rai, often used to indicate “forgiveness”, represents the
second stage of Buddhist teachings. The final stage of these teachings, involving the term

Khothot, involves the practice of apologising and arises from feelings of guilt.
Intercultural Communicative Competence (ICC)

The ICC framework to be applied in this thesis is adapted from Byram (1997) which
is considered to be the most frequently adopted approach (Lee, 2011). Byram offers a
framework and identifies objectives to develop the intercultural communication competence
of second language learners. Groups of components, termed "dimensions", are traits that
exist in the speaker, in relation to their knowledge, motivation, and skills (Byram, 2004;
Fantini, 2005). If a communication interaction lacks one of these dimensions, communication
competence tends to be decreased (Spitzberg & Changnon, 2009). This notion is particularly
relevant to models of Intercultural Communicative Competence (ICC), which include several
factors. These concern an individual’s motivation and ability to see the perspectives of a
different culture, to gain knowledge about another culture including values, norms and
behaviours of their own culture and of another. Fundamental to ICC models is the idea that
good communication results from appropriate knowledge and communication skills (Brabant,
Watson, & Gallois, 2007).

The knowledge referred to by Brabant et al. (2007) relates to the communicator's
awareness or understanding of the speakers, the communication rules, the situational
context, and the usual expectations underpinning one’s interactions with individuals from
other cultures (Brabant et al., 2007; Wiseman, 2001). One’s lack of knowledge can lead to
incorrect communication strategies while breaches in communication rules may lead to failed
interactions (Fantini, 2005). Knowledge, on the other hand, can eliminate prejudices held
against a different culture, and knowledge can always be developed (Gudykunst, 2003b).

The second dimension in Byram’s framework is motivation. Motivation refers to one's
feelings, drives, intentions, and needs. Motivation is vital when communicators are seeking
to decide whether to commit to intercultural communication or not (Wiseman, 2001). The
negative drives within intercultural communication include anxiety, fears, social distance,
ethnocentrism, and prejudices, all of which lead a communicator to avoid communication
with someone outside of their own culture. Ethnocentrism is the tendency to see one’s own
cultural values, beliefs and behaviours as “normal” (Littlejohn et al., 2017). Within in
intercultural communication settings, individuals benefit from accepting this while also
appreciating the new cultural setting, Thus, positive drives within intercultural

communication, such as confidence, interest, likeliness, good intentions, and a willingness to
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seek out and engage in interaction with others will help communicators increase their
motivation and initiate intercultural communication (Morreale, Spitzberg, & Barge, 2001).
One’s motivation to engage in intercultural communication is enhanced when negative

influences are minimised and positive drives are maximised (Wiseman, 2001).

The final dimension of skills refers to one's ability to effectively and appropriately
carry out culturally appropriate communication behaviours (Fantini, 2005). Spitzberg (2000)
describes skills as goal-oriented and repeatable. Goal-oriented communication refers to the
communicator’s ability to achieve communication in various settings while repeatable
denotes the communicator’s ability to reliably produce the same behaviours and generate
similar outcomes across cultural communication situations that are similar in nature and

context.

The components of Byram’s (1997) ICC framework are also known as "les saviors"
(translated from French) and are shown in Table 2.3. According to Cupach and Spitzberg
(1983), if the communication interaction lacks one of these dimensions, ICC tends to be

decreased. The description of each component follows.

Saviours (knowledge of oneself and of others) refer to knowledge of the social group,
the interlocutor's country, social rules, individual interactions, the situational context, and

expectations underpinning interactions with the members of other cultures (Wiseman, 2001).

Table 2.3. Components of Intercultural Communicative Competence

Components Other Models use of ICC Components

of ICC

Byram Kim Spitzberg  Chen Fantini  (Deardorff, Penbek

(1997, 2020) (2004) and and (2005)  2011) et al.
Changnon Starosta (2012)

(2009) (2007)

Saviors: v v v v v

Knowledge
of self and
others

Savior étre: 4 v
Intercultural
attitudes

Savior v
comprendre:
Skills of
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interpreting
and relating

Savior v
apprendre-

faire: Skills

of discovery

and

interaction

Savior v v v
s’engager:

Critical

cultural self-

awareness

Saviour étre (intercultural attitudes) involves one's attitudes and values and one’s
willingness to be curious and open to learning about other cultures and their belief systems.
Deardorff argues that this component is the starting point for ICC in influencing the level of
communication an individual has with those of other cultures. A crucial element of saviour

étre is sensitivity towards others and respect for the values of other cultures.

Saviour comprendre, or the skills of interpreting and relating and savior apprendre-
faire, the skills of discovery and interaction, relate to skills around one's ability to carry out
effective and appropriate communication behaviours (Fantini, 2005). Other communication
skills include saviour comprendre, those interpreting and relating skills, concerning the ability
to interpret a document or event from another's culture perspective and using the
interpretation to relate it to their own cultural context. Saviour apprendre — faire, the skills of
discovery and interaction centres on understanding and obtaining new knowledge about the
practices of another culture, and involves one’s ability to perform knowledge, attitudes, and
skills in communication and interaction (Byram, 2020, p. 145). Saviour s'engager, or critical
cultural self-awareness. is the ability to evaluate intercultural practices by explicitly using the
perspectives, practices, and products of one's own and another’s culture. It applies to one's
tendency or willingness to participate in intercultural communication. An individual with
saviour s'engager will use clear criteria to interpret information based on his or her

knowledge, skills, and attitudes (Byram, 2020).

Byram's (1997) model reveals the structural components of intercultural
communication and lists aspirational objectives for language learning to develop intercultural
communication competency. It identifies the categories against which an interlocutor’s
degree of competency in intercultural communication can be assessed: knowledge, skills,

attitudes and critical cultural awareness (p. 148).
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Various concepts and models of intercultural communicative competence have been
proposed. Byram’s (1997, 2020) model focuses elements of competence including
knowledge of self and others, intercultural attitudes, skills of interpreting and relating,
discovery and interaction, and critical cultural self-awareness. These elements can be
grouped into four aspects of communication competence: knowledge, skills, attitudes, and
critical cultural awareness. The models of ICC proposed by different scholars aim for
developing the learners’ IC and language teaching. Thus, the goal of ICC is for language
education. That is, in this study, promoting TIPO’s communication competence to achieve
communication goals (e.g., instrumental and relational goals), language is considered part of
the key development of the organisation. The next section discusses communication at the

organisational level focusing on contextual factors in organisations.

Communication at the Organisational Level: Contextual Factors

This section explains and discusses the contextual factors within organisations.
These factors include structure, processes and roles, the organisational setting (the border),

and bureaucracy in Thailand.
Structure, Processes and Roles

The structure in an organisation refers to “the solid part of an organisation, the
framework that gives the organisation a shape, not just this moment but also over time”
(Cheney, Christensen, Zorn, & Ganesh, 2011, p. 18). An organisation’s structure is often
depicted in organisational charts, with different levels of management within the organisation
identified. In organisational structures, there are four key elements: hierarchy, differentiation
and specialisation, formalisation, and time orientation, all of which influence the flow of

communication within an organisation.

1). Hierarchy is defined as the vertical levels of an organisation that distribute the
authority of the organisational roles and positions. Hierarchy plays an important role

in organisations and influences communication flows (Cheney et al., 2011).

2). Differentiation and specification refer to the specific tasks and responsibilities
carried out by different department and divisions (Cheney et al., 2011). Large
organisations may have multiple departments undertaking specific functions, such as
managing human resources, customer service, and information technology. Although
each department has its specific portfolio of responsibilities, within the department

itself, job roles may vary.
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3) Formalisation is the extent to which interactions within the organisation are
governed by rules, regulations, and norms (Cheney et al., 2011). The degree of
formal communication in an organisation is influenced by its power structure (e.g.,

hierarchical vs horizontal structures) and delegation of authority.

4). Time orientation refers to the typical timeframes that one can expect in relation
to communication processes within the organisation (Cheney et al., 2011). Some
organisations may explicitly set out turnaround times for responses to enquiries. This
is often the case for sectors providing customer service so that potential customers
know what to expect and likely waiting times for responses to their enquiries.

Process management in Thai organisations tends to be top-down. That is, all
processes that action policy and procedures typically start from a lower level and are sent up
to higher management levels for approval(Andrews & Sununta, 2009; Corbitt & Thanasankit,
2002; T. Thanasankit, 2002). While each level has its own role and level of authorisation to
approve a step in the process, final approval must be given from the designated
management level (Andrews & Sununta, 2009; T. Thanasankit, 2002). Within this system,
each employee has a role and set level of authority, with each department being responsible

for a given function in the organisation.
Organisational Setting: Bureaucracy in Thailand

“Bureaucracy” is a term often associated with large organisations and are
characterised by the following: role specialisation, a hierarchy of roles or positions, generally
fixed salaries for each job level, detailed policies and procedures that govern work roles,
and, typically, a separation of everyday workers from management (Cheney et al., 2011).
Bureaucracies have advantages and disadvantages. Advantages include non-abitrary and
systematic processes, and operating on a set of rules and practices which are appropriate
for large organisations. One disadvantage of bureaucracies is the risk of over-centralised
power developing at the top of the management structure over time. Another disadvantage is
individuals becoming “another cog in the machine” (Weber, cited in Cheney et al. 2011). A
third disadvantage is the risk of those within the organisation focusing on little jobs and

losing sight of the organisation’s “big picture” or purpose.

Traditionally, Thai society is organised according to hierarchy and patronage (Young,
2021), and hierarchy is highly amplified in Thai organisations (Kittisarn, 2003;
Leelaharattanarak, 2015; T. Thanasankit, 2002),especially government organisations.
Andrews and Sununta (2009) assert that the structure of both private and government

organisations is often vertical and “usually organized by hierarchy, where little information
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and decision authority is delegated by the top management” (p. 61). Government
organisations, such as the Royal Thai Police, educational institutions, and the military all
feature top-down communication and decision-making processes. Typically, frontline
members of staff merely serve to receive the details of a task and submit their summary or
recommendation but leave it to their superiors to make the final decision(A. de Waal & Tan
Akaraborworn, 2013; Andrews & Sununta, 2009; Jirapornkul & Yolles, 2010; Kittisarn, 2003;
Romaya, 2009a; Thanasankit, 2002; Thanasankit & Corbitt, 2002; Wetprasit, 2016).
Decision-making in Thai organisations is generally influenced by top-down policy

management.

Intercultural Communication: Asia-centric and Western Perspectives

This section discusses intercultural communication and explores concepts of Asia-
centricity and Western approaches to intercultural communication. “Western” and “Asia-
centric” refer to different cultural worldviews (Asante, Miike, & Yin, 2013). A cultural
worldview may reflect fundamental differences to other cultural worldviews with respect to
communication styles and practices in “information processing, time orientation, and
interaction patterns” (Korac-Kakabadse, Kouzmin, Korac-Kakabadse, & Savery, 2001, p.
6)These differences may be realised in terms of how connections are forged with others
(individualistic versus collectivist cultures), communication styles (high and low-contexts),
attitudes towards time (scheduled and open-ended), and locus of control (individual control

and constrained by circumstance) (Trenholm & Jensen, 2013).

Asia-centric worldviews are often associated with values such as avoiding conflict,
privileging compromises over the assertion of being right, promoting and maintaining social
distances (hierarchy), and avoiding expressing one’s ideas or opinions (Bruno et al., 2012;
Claramita, Nugraheni, van Dalen, & van der Vleuten, 2013; Holmes, 2005; Kim, 2010).
Western cultural worldviews are often associated with high-low context culture (Christopher,
2004; Qurfali, 2015; Richardson & Smith, 2007; Wang, 2008), communication styles
(Knutson, Komolsevin, Chatiketu, & Smith, 2003; Nishimura, Nevgi, & Tella, 2008)and
individualism and collectivism (Mattila & Choi, 2006; Merkin, 2009; Podsiadlowski & Fox,
2011).

Communication between people of Asia-centric and Western cultures features
strongly within intercultural communication research. In particular, barriers to communicating
interculturally include prejudice and ethnocentrism. Prejudice is defined as a biased attitude
toward another group of people who differ from oneself (Ming, 2018). Prejudice affects
communication because it rests on negative opinions about another (Albu, 2013). Prejudice
is often based on stereotypes about others (Albu, 2013; Chan, 2013; Gut, Wilczewski, &
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Gorbaniuk, 2017; Holmes, 2008; lon & Cojocaru, 2015) with ethnocentric attitudes fuelling
this prejudice (Albu, 2013; Chan, 2013; Gut et al., 2017; Holmes, 2008; lon & Cojocaru,
2015). Ethnocentrism is closely associated with prejudice since ethnocentric attitudes rest on
the assumption that one’s own culture is the norm while anything that differs is abnormal
(Albu, 2013; Chan, 2013; Gut et al., 2017; lon & Cojocaru, 2015).

Traditionally, Western-oriented studies have dominated intercultural research
(Asante et al., 2013). As such, Western perspectives of intercultural communication have
been influential on studies conducted from non-Western perspectives (M.-S. Kim, 2002,
2010; Miike, 2006). Increasingly, “Asia-centric” perspectives of intercultural communication
have emerged (Wong, Manvi, & Wong, 1995), wherein explanations of communication
between and among Asian peoples are framed through Asian cultural perspectives (Asante
et al., 2013). An Asia-centric approach helps Asian communicators to explore
communication in relation to their own cultural traditions (Asante et al., 2013).

Asia-centricity involves two standpoints: intracultural and intercultural (Asante et al.,
2013). From intracultural viewpoints, Asia-centricity helps to explain how Asian people
express their cultural traditions' positive identities and change harmful practices in relation to
their values (Asante et al., 2013). That is, Asian people use their own culture to show a polite
way of greeting or expressing apologies. For example, Thais use “Wai” which is a slow bow
with palms pressed together in a prayer-like fashion as a way of greeting. Expressing
cultural traditions of positive identities may be seen in what is deemed polite and impolite
verbal and non-verbal interaction between people (Asante et al., 2013). That is, Thai people
use Wai in different situations, such as greeting, thanking and forgiving to express polite
behaviour. Avoiding and changing “harmful practices” refers to actions and spoken words
that would not normally be used to maintain politeness in interactions and relationships.
However, where such actions occur, the individual may seek to remedy the situation by
apologising in some way to restore face for themselves and the other (Leelaharattanarak,
2015; Ukosakul, 2003, 2005). In this context, Asia-centricity helps to focus on the cultural

communication within non-Western societies.

With respect to an intercultural standpoint, an Asia-centric approach serves to
explain intercultural communication from an Asian perspective and helps people from the
West to understand Asian cultures and ways of life through an Asian lens (Asante et al.,
2013; Kim, 2010; Miike, 2006). For example, Kim (2010) discusses the concepts of yin and
yang, which come from Chinese philosophy, to help explain high and low- communication
contexts from an Asian perspective. Yin involves communication behaviours like being

responsive, indirect, cooperative, and be considerate of other’s feelings while Yang refers to
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more overt communication behaviours, such as confronting, demanding, talking, and being
assertive (Kim, 2010). High context the speaker is defined in Western literature as the
communication where most of the information exist the person and just little is transmitted
explicitly (Hall, 1989; Ourfali, 2015). Low contexts are defined in Western literature as the
communication where most of the information is transmitted explicitly (Hall, 1989; Ourfali,
2015). Kim (2010) suggests that Western notions of ideal communication and identity, such
as being assertive and offering one’s opinions freely, draw on Yang-type of communication

behaviours.

Asia-centric approaches to communication began as a reaction to the dominance of
Western perspectives on intercultural communication (Asante et al., 2013) with Asian
intercultural communication scholars being dissatisfied with the use of Western, and in
particular, North American models of communication to describe communication processes
in Asia (Kim, 2002; Park & Kim, 2008). Asian scholars have critically evaluated and analysed
communication theories written in the Western tradition and sought to “indigenise” the
communication space. To do this, scholars use their own values to examine communication
(Kim, 2002, 2010). The idea of “cross-indigenization” (Kim, 2010, p. 176) involves drawing
on different cultures as sources of cultural knowledge as a way to develop a “global
intercultural communication” (Kim, 2010), that breaks up the common image of Asia and the

“cultural other” (p. 171).

“Cultural other” involves viewing those who are dissimilar to one in terms of one’s
cultural background being irreconcilably different (Kim, 2010). The act of “othering” another
group is a means of interpreting cultural differences (Cave, 2005) which upholds one’s
culture as the norm. Kim (2010) and Miike (2009) argue that intercultural communication
concepts have tended to be underpinned by Western cultural values. Many comparative
studies in intercultural communication have examined the differences between individualistic
and collectivistic cultures. Collectivistic cultures are associated with people having fewer
verbal interactions, avoiding (Fougere & Moulettes, 2007; Mattila & Choi, 2006; Merkin,
2009). confrontation, and being more indirect. Individualistic cultures are linked with more

direct and confrontational verbal interactions.

Other studies have explored the differences between Eastern and Western cultures
by describing them as high or low-context cultures (Christopher, 2004; Fougére & Moulettes,
2007; Nishimura et al., 2008; Wang, 2008). Bruno et al. (2012) investigated conflict styles
and high-low-context culture, using Oetzel's Conflict Style Measure. The results revealed

that countries such as India and Thailand, which are deemed high-context cultures, tend to
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avoid a confrontational style of communication, while low-context cultures, such as Ireland

and the United States, tend to prefer a confrontational style (p.64).

The above would suggest that Asia-centricity informs intracultural and intercultural
communication from both Western and non-Western approaches through “cultural hybridity”.
Cultural hybridity is described as maintaining “a sense of balance among practices, values,
and customs of two or more different cultures” (Banks, 2012, p. 522). That is, Asia-centric
scholars who examine communication in their own cultural contexts may use theories and
ideas that are both Western and non-Western (Guillot, 2015; Hanks, 2014, Intachakra, 2012;
Ishii, 2009; Saft, 2014, Verjans, Swinnen, Huysmans, & Caers, 2015). The concept of
cultural hybridity is employed in this study where, in the context of the borders of Thailand,
when TIPOs and international travellers interact, English serves as the “third language” for
communication. In order to differentiate Western and Asia-centric approaches to intercultural
communication, the next section discusses studies relating to individual factors, such as

stereotypes and communication styles.

Research about Individual factors

This section discusses the literature on intercultural interactions taking place within
Asian contexts. Three themes relating to this study emerge from the existing body of

research: stereotypes, communication styles, and high and low-context cultures.
Stereotypes

Communication scholars define “stereotypes” as perceptions and often, shared
beliefs, about a group of people that are widely accepted by others (Chan, 2013; Gut et al.,
2017; lon & Cojocaru, 2015; Peng, 2010). Stereotypes are “mental models” that help an
individual to assess an interactive situation and predict another’s behaviour, and in turn,
inform the individual about likely actions to take (Trenholm & Jensen, 2013). Stereotypes
“categorize individuals or groups according to an oversimplified standardized image and
attribute certain characteristics to all members of the group” (Moore, 2006, cited by Peng,
2010, p. 244). Stereotypes can be extremely negative (Peng, 2010) or positive (Tung, King,
& Tse, 2019; Zhu, 2016), and may influence how a person communicates in a given situation
(Martin et al., 2014; Peng, 2010). Stereotypes also impact the group or individual that is the
target of the stereotype (Peng, 2010; Trenholm & Jensen, 2013), particularly when negative
characteristics are being invoked (Peng, 2010). Equally, positive stereotypes operate on an
overgeneralisation of the characteristics of those who are being stereotyped. Examples

include the stereotype of Thai people as perpetually smiling and Thailand as a country with
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fantastic travel attractions (Ming, 2018). Negative stereotypes of Thailand include the

country being seen as a sex tourism destination (Nuttavuthisit, 2007).

Researchers have examined the different stereotypes that Asian and Western
people have about each other (Edmonds, 2013; Holmes, 2008; Peng, 2010; Zhu, 2016).
“Asian” is a term used to describe people who come from countries in the Far East, the
Southeast Asian region, or the Indian Subcontinent (Reeves & Bennett, 2003). “Western” is
a term of reference for people hailing from Europe, North America, and New Zealand and
Australia. The terms “Asian” and “Western” are also stereotypes because they oversimplify,
and attribute characteristics associated with one group to all groups falling under this label.
However, the terms continue to be used by researchers in studies of stereotypes.

Researchers have investigated stereotypes in educational contexts involving Chinese
students (Edmonds, 2013; Holmes, 2008; Peng, 2010; Zhu, 2016). Peng (2010), for
example, investigated the impact of stereotypes on intercultural communication in relation to
the perspectives of Chinese students. Chinese university students in China were asked
about their perceptions of their own culture, and of American and Japanese cultures. The
study reveals that Chinese students see Japanese people as “Asian” and sharing similar
traits with Chinese people. Participants tended to regard Chinese and Japanese people
positively as “conservative, traditional, clever, hard-working” (Peng, 2010, p. 247). In
contrast, participants perceived American people as “being able to express their opinion and
being able to accept other people’s ideas, and not hard-working” (p.247). The study
suggests that these stereotypes may have affected the participants' interactions due to their
limited intercultural communication knowledge and skills, including knowledge about their

own and other cultures and skills of interpretation (see Martin et al., 2014; Peng, 2010).

Edmonds (2013) focused on the perceptions of Chinese-speaking postgraduate
students and their English-speaking supervisors at New Zealand universities to examine
intercultural postgraduate supervisory relationships. The results show that the supervisors
tended to perceive Chinese students as “quiet, passive, and lacking critical thinking skills”
(Edmonds, 2013, p.106). The Chinese students in the study reported that they did not like
talking, even with their Chinese peers. Edmonds (2013) suggests that this dislike of talking
may be influenced by Communist practices in China, which included a cultural “norm” to not
talk about or criticise those in power (p.107). The study attributes critical thinking skills to
Western scholars and, consequently, the Western supervisors had concerns about the
critical thinking skills of their Chinese students. However, the assertion that critical thinking

skills are a Western specialty may be a stereotype in itself. Ultimately, this study reveals that
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the supervisors’ perceptions and interpretations of their Chinese students’ communication

and critical thinking skills were culturally based.

In a similar study, Holmes (2008) explored the intercultural communication
experiences of Chinese students in Western universities. The results indicate that New
Zealand students stereotypically categorised Chinese students as having “listening-centred
communication” (p.106), a communication approach where listening is preferred to speaking
out in the classroom (Holmes, 2008). New Zealand students tended to see Chinese students
as “being reluctant to express their opinions and showing their incompetent language skills”
(Holmes, 2008, p.101). The reluctance of Chinese students to speak out during group
meetings led New Zealand students to see Chinese students as “unwilling to put themselves

in the group discussions” (Holmes, 2008, p.106).

Zhu (2016) investigated how Chinese and American students perceived each other.
Both groups of participants tended to draw on common stereotypes of Americans being
individualistic, independent, and social while the Chinese were perceived as family-oriented,
collectivistic, and quiet. Similar to Peng (2010), the study reported stereotypes of Chinese
people as “hard-working” and Americans as “lazy” (Zhu, 2016). The common theme across
these studies is how perceptions and stereotypes of others pose barriers to intercultural

communication.

Similar themes are evident in studies that investigate stereotypes in cross-cultural
tourism contexts. For instance, Ming (2018) explored cross-cultural differences and cultural
stereotypes of Chinese travellers in Thailand. The study’s Thai participants, who represented
a range of occupations (e.g., university students, cab drivers, street vendors, restaurant
owners, travel agencies, and service industry staff) often perceived Chinese travellers as
polite, generous, fluent in English, and having excellent purchasing power. Other Thai
participants, however, perceived Chinese travellers as asking for “nonsense discount”, rude,
making trouble, being unkind, and lacking English communication skills. Other studies of
cross-cultural tourism contexts (Inkaew, 2016; Moufakkir, 2011; Ng, 2017; Yu & Lee, 2014;
Yuk Wah, 2006) also reveal that stereotypes and ethnocentrism may affect intercultural
communication. As Peng (2010) argues, stereotypes are part of the communication process.
Therefore, it is useful to examine stereotypes as features of the individual and societal forces
within the synergetic communication model (Alberts et al., 2019). That is, at the level of the
interaction, individuals may act on stereotypes when interacting with those of a different

culture.
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Communication Styles

This section examines communication in intercultural contexts, looking at different
communication styles (e.g., de Vries, Bakker-Pieper, Alting Siberg, van Gameren, and Viug
2009); Gudykunst et al. 1996); Norton 1978). One widely cited definition of communication
styles is “the way one verbally, non-verbally, and para-verbally interacts with signalling how
literal meanings should be taken, interpreted, filtered, or understood” (Norton,1978, p.99).
This definition, in addition to verbal and non-verbal communication, acknowledges the
importance of para-verbal communication or how messages are transmitted through the
tone, pitch, and pacing of voices (Rusu & CHIRITA, 2017). Here the focus is on how the
message is said, rather than what is said. For example, the tone of one’s voice when
expressing sadness will be quite different to how one sounds when one is angry or happy
(Rusu & CHIRITA, 2017).

Norton (1978) proposes nine dimensions of communication styles (see Table 2.4)
which may be employed by people of different cultures when interacting with each other.
Some of these styles, such as, friendly, open, and relaxed, have been associated with Asian
cultures while other styles, such as contentious, dominant, and animated, are linked with
Western cultures (Asante et al., 2013). Pekerti and Thomas (2003) propose that Western
people are expected to be explicit and unambiguous, while Asian people are seen as having

implicit and ambiguous communication styles.

Other intercultural communication scholars have examined communication styles
with respect to high and low-context cultures (Du-Babcock & Tanaka, 2013; Hall, 1989;
Klagge, 2016; Ourfali, 2015; Samovar, 2004) and reveal that high-context cultures tend to
use indirect communication styles such as silence and inferred meanings. Thus, most of the
communication styles of people from high-context cultures can be related to Nortion’s nine
dimensions, except for using silence. In contrast, the communication styles of people from
low-context cultures use direct communication styles such as being dramatic (using
emotion), dominant (showing confidence), animated (using physical and nonverbal cues to
overstate the conversation), relaxed (showing calm), attentive (using physical and nonverbal
cues to signal to the speaker that he or she is being listened to), open (unafraid to share
one’s thoughts), friendly (demonstrating goodwill to others), contentious (using precise

words), and impression leaving (showing how the speaker remembered the listener).

Other studies have found similar patterns in communication styles. In a study of
international students studying in an American university, Cherfan (2016) identified
similarities and differences within and across six clusters: African, Anglo, Confucian Asian,

Latin American, Middle Eastern, and South Asian groupings. Using Norton’s (1978) nine
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communication styles (see Table 2.4), Cherfan (2016) found that all six clusters preferred
using “impression-leaving, friendly, and attentive” communications styles, while Confucian
Asian and Latin American students engaged in “dominant” styles and South Asian students

engaged in "relaxed” communication styles.

Two studies (Hwang & Park, 2018; Kang & Hyun, 2012) have examined
communication styles in the context of customer service in casinos. Hwang and Park (2018)
found that animated styles of communication had a positive impact on customer satisfaction
while Kang and Hyun (2012) identified other styles as also having a positive impact on
customer satisfaction: attentive, open, friendly, relaxed, open, and relaxed styles.
Meanwhile, the contentious style of communication (e.g., arguing) negatively impacted
customer-service employees but positively impacted the satisfaction of customers,
suggesting that power-distance may be a factor. Together, these examples illustrate the
individual forces at play during interpersonal interactions.

Table 2.4. Nine Dimensions of Communication Styles

Dimensions Definitions Examples

1. Animated using physical and nonverbal eye contact, facial
cues to overstate or subtle expression, body movement
the conversation

2. Attentive using physical and nonverbal smiling, nodding, eye

cues to signal the speaker
that he or she is being
listened to

contact

3. Contentious

using precise word and view
of communication to make an
argument to defend the idea

making an argument

4. Dominant showing more competitive, eye contact, vocal loudness,
confident, enthusiastic and responding using short and
forceful than other louder statemenits, less
communicators compliance

5.Dramatic using emotions as a device  emotions expressing
to highlight or understate exaggerations, fantasies,
messages stories, metaphors

6. Friendly demonstrating kindly interest  intimacy, closeness, less
and goodwill of others hostile

7. Impression demonstrating how the memories of unique

leaving speaker remembered the characters or exciting events
listener when they first met

8. Open being not afraid to show sociable, non-secretive, self-
thoughts and emotions and  disclosing
letting other people know the
feeling when interacting

9. Relaxed showing how much atease  calm and comfortable

when interacting

(Adapted from Norton, 1978)

interactions
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Research suggests that communication skills go beyond mere language proficiency
and include the ability to understand cultural stereotypes and their influence on
communication. In the context of border interactions, the research context for this project,
the communication styles of travellers from different nations will be varied and TIPOs need

to be able to adjust to this wide variation.
High and Low Context Cultures

High and low-context cultures have been an essential concept in the study of
intercultural communication. Hall defines high-context cultures as those where “most of the
information is either in the physical context or internalised in the person, while very little is in
the coded, explicit, transmitted part of the message” (p. 71). Members of high-context
cultural groups rely on the “overall situation to interpret events” (Littlejohn, 2017, p. 246).
They tend to leave things unsaid, and cues are given by nonverbal behaviours and are
embedded in the context. In contrast, low-context communication is defined as situations
where “the mass of information is vested in the explicit code” (Hall, 1989, p.70). That is,
members of low-context cultures communicate mostly through words because they “rely
more on the explicit verbal content of messages” (Littlejohn, 2017, p. 246) where significant
levels of in-depth background information are needed. Consequently, in low-context
communication, everything must be spoken, and people express messages directly. Hall
proposed a continuum of high and low-context communication to describe the cultural rules
in exchanging information (Kittler et al., 2011; Korac-Kakabadse et al., 2001; Srivastava,
2006). To date, there has been limited research on high and low-context communication with
respect to border interactions. Most research on high and low-context cultures have taken

place in educational settings, which are now discussed.

Several studies have explored how high and low-context cultures influence
communication values, patterns of interaction, and conflict management styles. Richardson
and Smith (2007) explored the media choices of university students in the United States and
in Japan when communicating with their professors. They found that American students
(low-context culture) favoured email communication while Japanese students (high-context
culture) preferred face-to-face communication or telephone conversations. While the authors
argue “that claiming the US as an LC culture and Japan as an HC culture may be an
overstatement” (Richardson & Smith, 2007, pp. 490-491), they suggest that the concept of
high and low-context cultures could still be used to explore single dimensions of culture (e.g.,

power distance).

Communication strategies for managing conflict have been explored in relation to

high- and low-context cultures. One study (Croucher et al., 2012) found that people from
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India and Thailand (high-context cultures) were more likely to use indirect strategies, such as
avoiding confrontation and obliging others. They also preferred adopting solution-oriented
styles of compromise. In contrast, participants from the United States and Ireland (low-
context cultures) preferred dominating conflict styles in a bid to exert control over the

situation.

Various studies have examined similarities and differences in high and low-context
cultures. For instance, Nishimura et al. (2008) compared communication styles and cultural
features in high and low-context communication cultures, focusing on Finland, Japan, and
India. Although their findings supported research about communication in high and low-
context cultures, they also identified some groups as having features of both. For instance,
the study confirmed on the whole that people from high-context cultures preferred to
communicate implicitly and that Indian people, although hierarchical and collectivistic in their
local groups, were assertive and talkative in some low-context situations (Nishimura et al.,
2008). The implication is that communication approaches within high and low-context

cultures should viewed as more flexible than fixed.

Mohd Salleh (2005) employed Hall's framework of high and low-context cultures to
examine communication among Malaysians. Consistent with other research about
communication in high-context cultures, the study found that Malaysians tended to favour
indirect communication styles, including compromising, and obliging when encountering
situations of negotiation (Mohd Salleh, 2005). Concerns about “saving face” and having
consideration for the feelings of others were apparent when Malaysians dealt with conflict
(Mohd Salleh, 2005); concerns that pertain to Thai communicators too (Croucher et al.,
2012). Table 2.5 synthesises the key findings from the discussed research on high and low-

context cultures.
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Table 2.5. The Synthesis of High/Low Context Culture from Prior Research

High Context Behaviors to Expect
Cultures
Japan using face-to-face communication, telephone, fax, or letters when
communicating with professor
being introverted, modest, punctual
hate being interrupt during speaking
like thinking in silence
being committal
using implicit ways of communication
being hierarchical and collectivistic
Korean using indirect communication strategies
Thailand use Indirect conflict strategies: no confronting, avoiding, obliging
having less explicit in interview
emphasizing the importance of group learning
India using indirect conflict strategies: no confronting, avoiding, obliging
adopting the solution-oriented styles: compromising and
integrating
being assertive, talkative, unpunctual
tending to think aloud
easily tolerating interruptions
using a lot of body language
being hierarchical and collectivistic
Finland being introverted, modest, punctual
hate being interrupt during speaking
like thinking in silence
being committal
using implicit ways of communication
being non-hierarchical and individualistic
Malaysia using indirect ways of communication when making a request
using compromising, obliging conflict style when negotiating
something

Low Context  Behaviors to Expect
America using email to communicate with professor

using direct communication strategies

using dominating conflict style: controlling situation
Ireland using dominating conflict style: controlling situation
Norway communicating more direct in interviews

being confrontation

being individualistic when giving opinions

Politeness theory and culture

As previously noted, what is deemed polite in one culture may be regarded as rude in
another culture. As such, practices around politeness are strongly revealing of a culture’s
values and perspectives. The following section discusses Brown and Levinson’s (1987)
politeness theory in relation to Western concepts of politeness before undertaking a review
of politeness studies conducted in Thailand.

The notion of “face”, as a critical concept of linguistic politeness, was first introduced
by Goffman (1967). According to Goffman (1967), face is:

the positive social value a person effectively claims for himself by the line
assume he has taken during a particular contact. The face is an image of self-
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delineated in terms of approved social attributes---albeit an image that others
may share, as when a person makes a good showing for his profession or

religion by making a good showing for himself. (p. 5)

Goffman’s (1967) definition suggests that “face” is an image an individual projects to the
public, using verbal and nonverbal behaviours. However, Arundale (2009) indicates that
Goffman’s notion of face has a Eurocentric emphasis, an argument echoed by Kim (2011)
who contends that the notion of “face” in Eastern cultures assumes other meanings and
implications. Likewise, Ukosakul (2003) explored face in Thai culture and asserts that “face
is the container for honour” (p. 298) and that Thai people will have to be careful in what they
wish to do according to their social position in society (Ukosakul, 2005). The concept of face
in Thai culture is closely linked with the Thai social value Kreng Jai (concerned with the
feelings of others). This value tends to lead Thai people to avoid behaviours that may
threaten other people’s face, or which may hurt their feelings (see “heart-threating acts”
Intachakra, 2012). Such social value ascribed by Thai people is considered necessary to

social roles, status, and achievement that other members of the society accept.

Although Goffman’s concept of face has been cricitised, it is broadly accepted in
communicative behaviour research (Leelaharattanarak, 2015) and is applied by linguists
such as Brown and Levinson (1987), who conceptualise politeness theory. Following
Goffman (1967), Brown and Levinson (1987) define face as a “public self-image that a
person wants for himself’ (p. 61). This notion of face implies a basic human desire to be
accepted by other members of society. In this respect, there is a universality across cultures
in terms of how people seek to maintain their face and those of others (Brown & Levinson,
1987; Hsieh, 2009). Brown and Levinson (1987) argue that the concept of face can be
classified into two specific kinds: ‘positive face’ and ‘negative face’. Positive face is the
desire of an individual to be approved, accepted, treated, or understood by others while
negative face involves an individual's desire to be autonomous and to have his/her action
unimpeded by others. Moreover, Brown and Levinson’s politeness theory is founded upon a
belief that “certain kinds of acts intrinsically threaten face” (Brown & Levinson, 1987, p. 65).

These Face Threatening Acts (FTAS) influence how relationships are maintained.

FTAs can be identified based on two factors: whose face is being threatened (i.e., the
speaker’s or the addressee’s) and whether positive or negative face is being threatened
(Rattapian, 2016). The two main types of FTAs are positive face-threatening acts and
negative face-threatening acts. Positive face threatening acts are expressed when the

speaker is not concerned about the addressee’s wants and feelings (Rattapian, 2016).
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Examples may include disagreeing with the addressee, insulting the addressee, or showing

contempt for the addressee.

Negative face-threatening acts involve the speaker impeding the addressee’s
freedom of action. These may include acts that pressure the addressee to do something
(e.g., ordering, requesting, reminding, warning) (Brown & Levinson, 1987). Such acts place
pressure on the addressee to accept or reject the wants of the speaker. Some FTAs can
threaten the speaker’s positive and negative face. These acts include acts offending the
speaker’s negative face (i.e., expressing thanks, accepting thanks or apology, giving
excuses, accepting an offer, and unwilling promising and offering) and acts that directly
damage speaker’s positive face (i.e., apologising, accepting compliments, self-contradicting,

admitting of guilt or responsibility, being unable to control laughter or tears).

Brown and Levinson (1987) propose five politeness strategies when FTAs are
imminent and three sociological factors that affect the degree of threat posed by the FTAs.
The first factor is the social distance (D) between the speaker and the addressee. The
second factor is the relative power (P) between the speaker and the addressee. The last
factor is ranking of imposition (R), explaining the concerns of politeness behaviour resulted
from culture and situations that intervene negative and positive face wants (Brown &
Levinson, 1987). The five politeness strategies are established based on three wants: (1)
communicating the content of face-threatening acts, (2) being efficient or urgent, and (3)

maintaining the addressee’s face.

The first strategy is called “baldly, on record” without redress. This strategy is the
most direct, clear, and unambiguous communication method (Rattapian, 2016). An example
may be a Thai immigration officer saying “take a photo” when requesting travellers to have
their photo taken. The second and third strategies are on record with redress and associated
with positive and negative politeness (Rattapian, 2016). These two strategies are used to

give face to the addressee and serve to avoid damaging the addressee’s face.

The fourth strategy is called “off record”. Off record involves employing implicit and
indirect ways of communication wherein the speaker’s intentions may be difficult to identify,
and it is largely left to the addressee to determine how to interpret the message. Brown and
Levinson (1987) note that off record is a form of negative politeness, and it is used by the
speaker as a “play-safe” technique. Examples of off record strategies include: “give hints,
give association clues, presuppose, understate, use tautologies, use contradictions, be
ironic, use metaphors, use rhetorical questions, be ambiguous, be vague, overgeneralise,

displace H, be incomplete, and use ellipsis” (Brown & Levinson, 1987, p. 213-227). The last
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strategy is “don’t do the FTA”, which is when the speaker decides not to say or do anything

to avoid the threat of face loss.

Researchers, including Fukada and Asato (2004); Gu (1990); Haugh (2013); Haugh
and Bargiela-Chiappini (2010); Haugh and Hinze (2003); Ide (1989); Matsumoto (1988);
Watts (2003), have criticised Brown and Levinson'’s politeness theory for its Eurocentric
approach and for claiming that its theory and application are universal and applicable across
cultures. Dunn (2011), for example, argues that factors such as social rules, power
differences and the roles of the addressee and the speaker have greater significance in the
context of Japanese business etiquette than the politeness strategies outlined by Brown and
Levinson. Similarly, Gu (1990) suggests Brown and Levinson’s concept of negative
politeness is at odds with Chinese notions of politeness. For example, the repeated invitation
by a speaker to an addressee to come over for dinner will be seen as a form of politeness in
Chinese culture but in Brown and Levinson’s framework, it would be considered a violation

of the addressee’s privacy (negative face).

This study employs Brown and Levinson’s politeness theory to determine whether it
applies to a Thai context or not. The reasons for this are: firstly, Brown and Levinson’s
politeness theory can explain the basic desires of human beings (Srisuruk, 2011; Yabuuchi,
2006) and transcends the cross-cultural interactions between Thai and non-Thai actors. A
Thai perspective would not adequately explain or frame the interaction. Conversely, a
Eurocentric view would be equally inadequate. Brown and Levinson are universal, so it
applies more widely. The framework offers a means of understanding the types of strategies
used by TIPOs and English-speaking travellers to maintain their face and it is useful in
referring to the three sociological factors, social power (D), relative power (P), and rank of
imposition (R), which influence interactions in Thai society, and which determine levels of

politeness in communication events.
Politeness in Service Encounters

Few studies have examined politeness theory in relation to customer service
interactions in Thailand. The studies that are subsequently discussed focus on the Thai

hospitality sector.

Leelaharattanarak (2015) explored how Thai and non-Thai participants managed
face concerns when engaging in interactions that involved some level of negotiation and
disagreement. The study examined interactions between Thai agents and non-Thai
customers in service settings including hotels, a travel agency, and traveller information

centre. Results showed that both Thai and non-Thai customers preferred using implicit
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communication strategies when rejecting offered products. The use of implicit
communication strategies, including silence and hesitation, served to avoid confrontation
and to save face. Occasionally, Thai agents resorted to using explicit forms of
communication to ensure that non-Thai customers understood their meaning, such as

convincing customers to buy products at a stated price.

Leelaharattanarak (2016) also explored how customers launch, develop, revisit, and
end complaints relating to customer service. Data were gathered from face-to-face
interactions between Thai customers and hotel booking agents in Bangkok and Hua Hin.
The study found that both customers and agents used a variety of communication cues,
including verbal, nonverbal, and prosodic strategies (e.g., soft voice and silence), to
modulate the intensity of their messages. Customer dissatisfaction was often expressed
through nonverbal cues, including facial expressions, and disaffiliating laughter, which
served to underscore customer dissatisfaction. Meanwhile, agents employed strategies such
as smiling, the use of a pleasant voice, and silence to placate their customers.

Srisuruk (2011) found that Thai speakers of English mostly relied on negative
politeness strategies when encountering confrontations involving FTAs. Participants in this
study were hotel workers, travel agents, and university students and data were gathered
through role-plays and participants completing a discourse test. Hotel workers tended to
employ a negative politeness strategy to express deference and to maintain a distance from
customers. Generally, participants revealed that they engaged in positive and negative

politeness strategies to avoid confrontation.

Netsuwan and Luelertyuttitham (2014) investigated the politeness strategies used by
30 Thai hotel front office staff from two hotels in Bangkok. Participants were asked to
complete the Discourse Analysis Test developed from Blum-kulka and Olshtain (1984). The
study identified 14 politeness strategies used by participants and it also revealed that factors
such as years of work experience, occupational role, and gender affected which politeness

strategies were used when responding to customer complaints.

Only one study to date (Rattanapian, 2016) has examined the politeness strategies
of Thai police officers. In a study of ten Thai police encounters with foreigners at two
Travellers Report Centres (TRCs) in Thailand, Rattanapian (2016) found that Thai police
officers used direct, assertive speech acts most frequently. The police officers generally
believed they had greater power than the travellers and used a mixture of politeness
strategies. The most favoured was bald on record which served to provide efficient service to
travellers. Rattanapian (2016) also explored miscommunications during these interactions in

relation to communicative competence. She found that the Thai police officers sought to
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resolve gaps in understanding by re-asking questions, using discourse patrticles (i.e., huh?

err? umm) to signal a lack of comprehension, using hand gestures and other body language
to convey meaning, and asking the travellers to speak more slowly. Other measures that the
police officers resorted to were using technology (e.g., Google and an automated translation

website), and writing and drawing.

Cultural Hybridity in a Third Language

The concept of a “third space” (Bhabha, 1994, p. 36) is used to explore how
negotiation occurs between groups (Brown, 2011; Jordan & Clifton, 2014). The concept of a
third space derives from sociocultural thinking about the ways in which “culture in (the) mind”
is created over generations through the accumulation of shared artefacts such as language
and ideas. Third spaces emerge where there are "unequal and uneven forces of cultural
representation” (Bhabha, 2004) as communal realms of possibility (Turner, 1982) with

potential for transformative cross-cultural understanding (Maniotes, 2005).

The interactions between travellers of different cultures and Thai border police
officers at ports of entry may be perceived as unequal with respect to the distribution of
power, which is compounded by language distance. There is evidence that host/visitor
interactions can become liminal spaces for the duration of an event where reactive identities
are formed (Wherry, 2006). However, when interactions occur in proximity, or for extended
periods, relationships are almost always expressed in terms of power (Ap, 1992). Moreover,

roles align with power relationships.

Role scripts, expectations, role taking, and congruence or conflicts in one’s role are
important in such interactions (Cave, 2005, p. 267) or the role of border police. Roles
between actors or actor/audiences, are interpreted respectively by each person, through
filters of referent sets and can create mutual, symbiotic relationship where each empowers
the other, or in fact, can disempower the other. Settings too, exert influence in terms of

control, authority, authenticity, and identity, in relation to each other (Cave, 2005).

Bhabha (1994) discusses cultural identity, colonisation and identifies the ways that
people negotiate the “in-between” their own culture and the newly imposed culture. This idea
links to the encounter with the unfamiliar at the border. The space underlining between the
first and the second spaces which can be adopted in the current study is indicated in Figure
2.2.
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Figure 2.2 Third Space of Intercultural Interactions

In Figure 2.2, the first space, culture A, refers to the culture of the Thai immigration
police officers who live in Thailand and who have their own stereotypes about travellers
entering their country. The second space, culture B, refers to the cultures of English-
speaking travellers who bring along their own cultures, identities, and mindsets. In the
middle of Figure 2.2, the third space represents where the two cultures meet and interact. In
this location or space, the interactions between the people from more than two cultures
occur through the use of language. This may lead to different intercultural interaction
experiences of the participants, such as cultural differences, politeness behaviours, and

some attached values.

Within Thailand itself, four studies have examined the interaction between travellers,
police, metropolitan police and international travellers (Kool-On, 2014; K-Romya, 2006;
Khamkaew, 2009; Rattanapian, 2016). Within this body of work, two research themes
emerge: communication needs when English is used to communicate; and politeness

interactions and miscommunication.

Kool-On (2014) investigates the communication obstacles between Thai immigration
police officers and foreigners who use their services. Questionnaires were used to capture
the views of 80 foreigners working and living in Thailand. The results revealed that English
native speakers struggled when the Thai immigration police officers failed to speak
grammatically correct English fluently. Non-native English speakers, however, were
generally able to overcome such communication obstacles because most of them were
Chinese and, as with the Thai officers, come from a low-context culture. Respondents
suggested that immigration officers should have further English-language training to improve
their pronunciation and grammar and that providing interpreter services and clear

information about processes for accessing immigration services would be helpful.
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would be helpful for the immigration office to The term “cultural distance (CD)” relates
to the concepts of similarity and dissimilarity between the travellers origins and the
destination countries in terms of culture, religion, custom, and language which are barriers
for travel (Ahn & Mckercher, 2015; Crotts, 2004; Moufakkir, 2011; Ng, Lee & Soutar, 2007;
Sousa & Bradley, 2006; Yang & Wong, 2012). Cultural distance affects the decision making
of travellers’ choice of destination and travellers’ experiences during their visit (Yang &
Wong, 2012). Statistics on international travellers from the Thai Authority of Thailand (2016)
reveal that most international visitors are from Asian countries, such as China, which would
support the study of Kool-On (2014).

K-Romya (2006) investigates the challenges faced by Thai immigration police officers
in their work. The quantitative and qualitative study involved 86 TIPOs and 18 English-
speaking travellers. Participants self-completed a questionnaire, were interviewed, and their
behaviours were observed. The study found that the spoken English of the travellers posed
a major obstacle to TIPOs who struggled with the variety of accents, colloquialisms, and
speed of utterances they encountered. TIPOs found it particularly challenging to converse on
the telephone, and struggled when they encountered complaints or were pressed to be
precise about numbers. TIPOs tended to lack adequate vocabulary, particularly legal
terminology, and basic grammatical skills to communicate with travellers effectively (K-
Romya, 2006).

Khamkaew (2009) conducted a study that explores the needs and problems in
English listening and speaking skills of metropolitan police at counter service in Thailand.
The results revealed that the metropolitan police officers need to improve their English
listening and speaking as follows: (1) greeting and offering help, 2) asking personal details
and problems and wants, 3) giving information about accommodation, travellers information,
transportation, and emergency calls, 4) giving directions, and 5) giving advice and instruction
in safety, travel, and shopping. As for English training course, most metropolitan police
officers needed to have a good command of English listening and speaking skills, especially
basic English conversation (p. 49). The results further revealed that metropolitan police
officers learning via English textbooks and dialogue practice would be useful. The study
recommended that training involve Thai teachers and native English speakers and take
place over three months on Saturdays and Sundays. The problems identified related to
listening to different English accents and basic expressions and catching the main idea.
Other problems identified include speaking basic expressions and in complete sentences

and pronouncing English vowel sounds.
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To summarise, according to the related studies of communication problems and
barriers of police officers during interaction with travellers. It can be seen that the three
studies share the same problems and barriers of listening and speaking skills in English of
Thai police (Kool-On, 2014; K-Romya, 2006; Kamkeaw, 2009). In this study, the concept of
the third space manifests in intercultural experiences that occur in the interactions between
groups that might impact the relationships of Thai immigration police and English-speaking
travellers. The views of each group of participants towards their interactional experiences will
be expressed as a third space. Therefore, such the concept of the third space is then led to
the research gap of the current study, as described below.

Research Gaps

This section outlines research gaps from the literature that are used to frame the
current study, develop new knowledge and contribute to the theory. The research problem
highlighted intercultural interactions between immigration police officers and English-
speaking travellers in Thailand. Hence, the scope of the review was extended to include

other kinds of police and border control interactions with travellers.

Four clusters of themes emerged from these reviews, represented as the Venn
diagram (Figure 2.3). The respective circles and overlaps between them indicate areas
where concepts are linked. In order of importance identified in literature, these include
English as an International Language (EIL), intercultural communicative competence (ICC),

interaction, and police and travellers interactions at the border.

What’s missing
from the
literature
review: Focus on
Communication

Context
Interpretivist
Thai Cultural Culture-
context (macro) Centred
Approach

Thai Police
Organisational
Culture (meso)

Of interactions
(micro) at the
border

Figure 2.3 Research Gaps
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Four different areas of studies were identified in Figure 2.3, relating to service
encounter. The first circle (A) represents studies of "English as an International Language
(EIL)". Most studies found in this circle aim to investigate English language barriers in
interactions between travellers and other occupations in Thailand and abroad (Kim & Mattila,
2011; Netsuwan, 2008; Wankah, 2009; Cyers & Wankah, 2010; Chayarak, 2014). The
second theme (B) is "intercultural communicative competence (ICC)". Only one study was
found that examined the ICC of hotel front office staff and travellers in Bangkok (Inkaew,
2016). The third group (C) is "service interaction with travellers". Most studies were
conducted to explore the intercultural interactions and miscommunication of the travellers
and community and local services, such as in hotels and bars (Alsarayreh & Martarneh,
2013; Moyle, Croy & Meiler, 2014, Prayag, 2009; Prayag & Ryan, 2012; Zhou, 2011). The
last circle (D) is “travellers and police interaction in national border contexts”. These studies
focused on the forms of English language use and the potential need for future development
by TIPO. However, my study aimed to concentrate on the context of the study across three
distinct levels: micro, meso, and macro levels of communication. The micro level of
communication pertained to the interactions between individuals, such as the Thai
immigration police officers and English- speaking travellers at the border. The meso level of
communication encompassed the organisational culture within the Thai Immigration Office.
Importantly, power and hierarchy were deemed significant within the Thai organisational
culture. For instance, the operational management in Thai organisations adheres to the top-
down management style, necessitating that all procedures receive approval from higher
management echelons. At the macro level of communication, the emphasis was on the Thai
cultural context as articulated through key linguistic concepts (e.g., Mai Pen Rai, Kreng Jai,

and Khothot) inherent in Thai values.
Theoretical Framework

This section explains and discusses the theoretical framework, where the literature
has emerged and applied as a frame of the current study. The following Figure shows how

the model is grounded in the theories of 1. Cultural interaction; 2. Intercultural

communication; 3. Enacted organisational values; 4. Sites of interaction.
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Figure 2.4. A Framework for Third Space Intercultural Interactions

The above Figure 2.4 illustrates the theoretical framework that guided the current
study. The outer yellow circle represents the research context of the study, including
Thailand, traveller, border, Thai immigration police, and organisation. The green circle shows
the intercultural context of the study, consisting of the Thai and Buddhist values and the sites
of interaction (i.e., the border). This framed the Asiacentric Communication, that is, Thai
culture-centred approach. In the middle, the two pink circles present the TIPOs’ culture and
travellers’ expectation, and the overlapped section shows the focus of my study, that is, the
interactions at the border in three different levels of communication. They are micro (i.e.,
interaction between TIPO and traveller), meso (i.e., communication at within organisation),

and macro levels of communication (i.e., Thai & Buddhist values).

Conclusion

The purpose of this chapter was to explain the development of theoretical framework
that guides the thesis within the context of key communication theories and the relevant
literature. Asia-centric approach of intercultural communication with specific attention to Thai
and Buddhist values was the main approach to communication that framed the analysis of

the current study.

According to the reviews of related literature and previous relevant studies, it can be
summarised that the study of intercultural communication can be categoried into two main
points: 1) using Western frameworks (i.e., communication goals: instrumental, relational, and

identity (Clark & Delia, 1979); intercultural communicative competence (Byram, 2020) and
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Politeness theory (Brown & Levinson, 1987) and 2) using Eastern framewaorks including
Buddhist teachings (Chuang, 2004); (Dissanayake, 2010); (Ishii, 2009)). Most research,
according to Western concepts of intercultural communication, show the similarities and
differences between the communication of people from different cultural backgrounds (i.e.,
stereotypes (Gut et al., 2017; lon & Cojocaru, 2015; Peng, 2010); communication styles
(Cherfan, 2016; Klagge, 2016; Pekerti & Thomas, 2003); high and low-context culture
communication (Du-Babcock & Tanaka, 2013; Kittler, Rygl, & Mackinnon, 2011) ). In this
current study, | did not make any comparisons and thought that a study of some concepts of
the communication cannot be fully explained by the Western concept of intercultural
communication (Intachakra, 2012).

For these reasons, | thought that communication should preferably be analysed from
the native language point of view in order to get inside with the information of the native
language (Haugh, 2013; Ide, 1989; Intachakra, 2012). To examine intercultural
communication between TIPOs and international travellers, Thai values and Buddhist
worldview have been adopted as the main theoretical framewaork of the study. Apart from the
two values affecting communication of the TIPOs, the organisational contexts also play an
important role driving communication in the organisation. The previous studies showed that
“hierarchy” and “power” influenced how the organisation communicate and process their
work. According to the organisational culture, it was found that “hierarchy” and “power” were
significant because Thai culture is considered paying respect those who are older than
whether in terms of age or job position, especially the Thai Immigration Office, which is a
government office, where the communication process has been done step by step and has

to be proposed from the bottom up, etc.

The following Research Questions were developed in response to the identified gaps
in the literature in particular the micro, meso and macro contexts of the interactions between

Thai Immigration police officers and English-speaking travellers:

1. What were the experiences of Thai Immigration police officers and English-

speaking travellers of organisational processes and interactions at the border?

2a. How did the values and expectations of the Thai Royal Police and Thai
Immigration Bureau influence Thai immigration Police Officers’ role and

interactions with travellers?

2b. How were the Thai values and Buddhist worldviews applied by the Thai
immigration police officers (TIPOs) during the interactions with English-speaking

travellers?
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Chapter 3

Research Methodology

This chapter presents and discusses how | designed and conducted my research.
Firstly, the chapter gives an overview of the research paradigms, interpretivism and the
concept of the third space. Secondly, it describes the research questions that guided the
current study. Thirdly, it outlines the research framework, including Buddhist worldviews,
Thai values, and theoretical framework that guides the current study. Finally, the chapter
presents the research methodology, which demonstrates the procedures of the current

study.

Interpretivist Research Paradigm with Asia-centric Lens

There are many research approaches to qualitative research and this current study
uses interpretivism as the primary research approach because this approach to research
emphasizes people's experiences and their perceptions and understanding of those
experiences (Denzin & Lincoln, 2018). Interpretivism has been described as “the systematic
analysis of socially meaningful action through direct, detailed observation of the people in
[their] natural settings in order to arrive [at an] understanding and interpretation of how
people create and maintain their social worlds” (Neuman, 2011, p. 71). Using this
description, the current study explores TIPO and travellers’ experiences, or socially
meaningful action, at the natural setting border; their perceptions of their experiences of

interactions in the border as a “third space.”

The third space is defined as “the discursive conditions of enunciation that ensure
that the meaning and symbols of culture have no primordial unity or fixity; that even the
same signs can be appropriated, translated, rehistoricalised, and read anew” (Bhabha, 1994,
p. 37). In this view, the concept of third space helps to explore and understand spaces,
where two or more discourses, conceptualisations, and binaries are not based on
universalities, but rather negotiated, with the meaning and symbols to be understood
between groups (Earls, 2016). In the current study, this third space comprises (1) the Thai
border context; (2) where the instrumental goal for travellers is “crossing the border” and for
the TIPOs is “policing the border” as their legitimate regulatory role; (3) within intercultural
interaction/communication between TIPOs and travellers of various cultures; and (4) where
English fulfils the space as the “third” language spoken. The focus of the current study is on

the Thai border defined earlier, as the point of entry into Thailand and point of encounter
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between the familiar and unfamiliar. Thus, Thai and Buddhist values are essential features of

TIPO experience.
Asia-Centric Lens on Interpretivism

The term “emancipatory pragmatics” has been developed by Hanks, Ide, and Katagiri
(2009) and the cooperation from many scholars from various fields, such as linguists,
anthropologists, sociologist and cognitive scientists which share similar adherence and
ideology, that is, analysing the languages with common sense of their own languages from
their own socio-cultural perspectives. The developed concept has been adapted to the
purpose and asks that the established framework of pragmatics, which originally come from
the west, can be adopted to explain a certain interaction of people that have different social
structures and thought systems from western society. Scholars further questioned whether it
was appropriate or not to apply this established framework to analyse the interaction in non-
western societies and how. Therefore, the description of language phenomenon should be
analysed from the views of their own language natives or the cultural factors in the related
society. This should be supported to establish the framework to analyse the interactions

which come from the thoughts and values of that society.

A few scholars in Thailand (Intachakra, 2012; Ongwuttiwat, 2019; Panpothong &
Phakdeephasook, 2014)have published research articles using the emancipatory pragmatics
as a framework to explore the interactions in Thai context. Some of these research articles

are reviewed in the following sections.

Panpothong and Phakdeephasook (2014)examined the Thai interactions of the word
mai-pen-rai and its relationship to the Buddhist concept of Tri Laksana. The objective of this
article was to examine why this expression was used in a wide range of contexts. Findings
identified “four functional categories: a response to apology and thanking; a refusal strategy
in the face of an offer; a remark of consolation; and a strategy to terminate verbal conflict” (p.
99). In whatever the speaker or the hearer has faced during the interactions, the core
meaning of the expression was not substantial. Hence, the meaning of the expression mai-
pen-rai is closely related to the Buddhist concept of Tri Laksana (Panpothong &
Phakdeephasook, 2014), meaning that everything is impermanent, and nothing is truly
substantial (Panpothong & Phakdeephasook, 2014). Furthermore, the shared common thing

in the use of mai-pen-rai was attempting to release the hearers from their concerns.

Intachakra (2012) who was in the same field, conducted research on politeness
motivated by the ‘heart’ and ‘binary rationality’ in Thai culture. He mentioned that most

research studies on politeness were framed by Western ways of thought, so he introduced
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some aspects of Thai politeness ‘kwam-kreng-jai’, and some alternative models to analyse
behaviours, relating to the term. From Thai point of view, kwam-kreng-jai was literally ‘fear of
heart’, but it was widely used as ‘consideration or concern for others’ feelings’. The findings
provided evidence of kwam-kreng-jai being present in other cultures. The author
recommended “looking beyond the confines of the face metaphor and a rationality based on
logic and individualism” (p. 619) would benefit politeness research. In the same vein,
Ongwuttiwat (2019) examined linguistic strategies used to respond to apology by Thai and
native speakers associated with various motivational concerns. The study found that the
Thai speakers applied the mitigating strategies more frequently than the bold-on record
strategies. Two types of motivational concerns were identified for native speakers; the
purpose and the context of the conversation. According to the linguistic behaviours, three
sociocultural factors of the motivational concerns were identified: the independent view of

self, collectivism, and high context culture.

In my research context in Thailand, Buddhist worldviews and Thai values have been
used as my research framework to examine the interaction in Thai society. The research
articles above explored the three frequently used expressions in Thai society: mai-pen-rai,
kreng jai and khotot. These studies applied the notion of emancipatory pragmatics for the
research framework to analyse the language from Thai researchers’ view. My research also
takes places in Thailand. In my study, | am trying to examine the three words and their
relationships to the Buddhist teachings from the Thai immigration police officers’ viewpoints
in interactions with English speaking tourists during service provided, so the concept of

emancipatory pragmatics has been adopted for my study.
Asia-Centric Lens on The Third Space

The interactions between English-speaking travellers and Thai immigration police
officers took place at various borders in the northern region of Thailand. Each group of
participants brought their own cultural norms into the interactions. Thus, at the borders,
where Buddhist worldviews and Thai values influenced how Thai immigration police officers
work, are the third space, in which both participants use English language to communicate

and combine the two cultures.

Interpretivism is a theoretical position that underpins and guides the research design
and specific methods. It aligns with a communication approach to research that explores
how the experience is constructed, perceived, and understood within the communication.
The data collection and data analysis methods align with the interpretivist approach to
explore travellers' and TIPO's perspectives of their experiences and interactions at the

border. The analysis method used the Asia-centric perspective to focus on Thai and
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Buddhist values features of the TIPO experience. The alignment of the research methods
with interpretivism is outlined in the Research Design section of this chapter. The next

section describes the research questions that guided the current study.

Research Questions

The methodology (philosophical approach, research design, and methods) aims to
achieve the purpose of the study. The purpose was to investigate the perceptions of Thai
Immigration Police Officers (TIPOs) and English-speaking travellers towards their interaction
with each other in Thai border contexts, including the micro, meso, and macro levels of
communication. In this context, the following research questions guided the study.

RQ 1. What were the experiences of the Thai Immigration police officers and English-speaking
travellers of the organisational processes and interactions at the border?

RQ 2a. How did the values and expectations of the Thai Royal Police and Thai Immigration

Bureau influence Thai immigration Police Officers’ role and interactions with travellers?

RQ 2b. How were the Thai values and Buddhist worldviews applied by the Thai immigration

police officers (TIPOs) during the interactions with English-speaking travellers?

These research questions informed the data gathering and data analysis methods.

The following sections explain the research context and methods.

Research Context

This section will discuss major contexts that shape the interaction between the Thai
immigration police officers (TIPOs) and internal travellers, including Thailand tourism, the
organisational structure of the Thai Immigration Bureau (IB), and the role of TIPOs as

intercultural communicators in the medium of English.
Thailand Tourism and Travellers

Table 3.1 shows the statistics of the number of international travellers entering
Thailand between 2019 and 2021 (Ministry of Tourism & Sports, n.d.). The number declined
by more than 90 percent in 2021, in comparison to the number in 2019, which is largely due
to the impact of the Covid-19 pandemic. In 2019, close to 40 million travellers arrived in
Thailand. In sharp contrast, the number is less than half a million between the years 2020
and 2021 (Ministry of Tourism & Sports, n.d.).
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Table 3.1. Number of International Traveller Arrival in 2019 and 2020-2021

Continent of Origin Travellers Arriving Travellers Arriving Change in

2019 2020-21 Percentage
East Asian 27,259,855 73,428 -98.04
Europe 6,719,114 250,948 -87.91
The American 1,633,911 47,395 -85.09
South Asia 2,379,387 12,278 -96.18
Oceania 886,183 10,851 -92.23
Middle East 702,559 29,694 -62.58
Africa 198,317 3,275 -86.47
Grand Total 39,797 406 427,869 -93.61

However, as internal borders started to open and with various relaxations being
introduced, there has been an increasing number of travellers with various types of visas (N.
A., 2023, October 4). In their roles, the Thai immigration police officers (TIPOs) will again
encounter millions of travellers holding or seeking various types of visas, including tourist,
transit, and non-immigrant. Each type of visa has a limitation date for staying in the Kingdom
of Thailand. For instance, travellers with a tourist visa are allowed to stay for a maximum of
30 days in the country and then request a 30-day extension from immigration officers, while
travellers holding non-immigration visas (e.g., work visa and Thai spouse visa) are granted
to stay in the country up to 365 days and they can request for a renewal every year. At the
borders of Thailand, there are three major languages that are commonly used by the TIPOs
to communicate with travellers: Thai, English and Mandarin Chinese. Given that many
international travellers do not speak Thai or Mandarin Chinese, English is considered as the
main international language used at the border. That is, English is a second language for
both TIPOs and travellers.

The Thai Immigration Bureau: Organisational Structure and its Work

The Immigration Bureau (IB) sits within the Royal Thai Police Office, as shown in
Figure 3.1. The department was established in 1927 with its primary role being to control and
manage the arrivals to and departures from Thailand "to be in line with other civilised
nations" (Immigration Bureau, n.d.). Its mission is to inspect "travellers, passengers, and
vehicles" that travel into or out of the country. In addition, its mission and responsibilities
include providing immigration services (i.e., visa extension, 90-day notification) for foreigners
who reside in Thailand and protecting national security “on the front line” (Immigration
Bureau, n.d.). According to the law, the Thai immigration police's primary responsibilities are
protecting the country and providing services to international travellers. The structure of the

IB organisation is illustrated in Figure 3.1 below.
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One noted feature of the IB’s feature is its hierarchical structure. Traditionally, the
Thai society is organised according to hierarchy and patronage (Young, 2021). Thus, social
interactions are often hierarchical and defined by relationships, often according to age,
occupation, and the wealth of society. This hierarchy and patronage became established in
Thailand during the “system of administration" (Young, 2021). Consequently, hierarchy is
found to be most intense in Thai organisations (Kittisarn, 2003; Leelaharattanarak, 2015;
Thanasankit, 2002), especially in government organisations, such as the Royal Thai Police,
which is the organisation controlling laws, rules, and regulations at the border.

As shown in the diagram of IB’s organisational structure, Immigration Division 1 is a
department where TIPOs provide visa-related services to international travellers, while
Divisions 3-6 are the offices where the TIPOs work at the border and the city providing visa
extension services to international travellers. The other divisions and sub-divisions deal with
policies and other related facilities.
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Figure 3.1 Organisational Structure
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(Source: https://immigration.go.th/content/immigration_bureau_organisation_chart)

The divisions in focus for this thesis are, therefore, Immigration Division 2 and

examined.

Immigration Division 3-6 as this is where interactions between TIPOs and travellers can be
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The Foreign Service Department (see Figure 3.1) is one of the Thai immigration
police office departments which deals directly with all international travellers. In this
department, the hierarchical levels of management are superintendent, inspector, sub-
inspector, and squad leader. The squad leader and the sub-inspector are the officers who
interact directly with international travellers. The squad leader will receive all the application
forms from international travellers and check the forms and the attached pieces of evidence
to check whether they meet the Thai immigration rules, regulations, and other specific
criteria. After the squad leader has made a decision, all the relevant documents will be
submitted to the sub-inspector or the police inspector to sign. Finally, passports will be
returned to corresponding travellers with a visa granted. In some cases, such as a Thai
spouse visa, more evidence is required. Apart from the general documents required (i.e.,
application form, copy of passport, copy of household registration certificate, copy of
marriage certificate, etc.), some other related documents that are used to prove their
relationship must be prepared. The inspector will then make decisions. The process required
to make such decisions usually takes time, and this is also where TIPOs interact with
travellers more in-depth. A competent level of English is required on the part of TIPOs if they

wish to carry out their role and perform their responsibilities effectively.
TIPOs as Intercultural Communicators in the Medium of English

Because the TIPOs’ roles and responsibilities are largely concerned with facilitating
and monitoring international travellers arriving in and departing from Thailand, TIPOs cannot
avoid using English communication when providing services to international travellers. Thus,
English is considered the primary language that TIPOs use (Romaya, 2009b; Smyth &
Bantawtook, 2016). However, studies show that TIPOs often have difficulties in using
English during their communication with international travellers (Ka-Kan-Dee, 2017; Kool-on,
2015; Smyth & Bantawtook, 2016). Consequently, the policy for the Thai Immigration Police
is that English is now the primary language to be developed for TIPOs to use in their
communication with international travellers (Immigration Bureau, 2019). This has resulted in
the development of English language programmes and materials (Kool-on, 2015; Romaya,
2006, 2009a). Such training materials were written according to previous studies' research
findings (Kool-on, 2015; Romaya, 2006, 2009a; Smyth & Bantawtook, 2016) so that the

contents of the materials were compiled with the specific needs of the TIPOs in mind.

To identify how English communication skills (e.g., speaking, listening, reading, and
writing) of TIPOs are used as a communication tool, the organisation’s training manuals
were analysed and compared based on their functions, structures, and communication

styles. As shown in Table 3.2, the manuals pay specific attention to communication goals
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and their service culture (Jantawej, 2011). These training manuals aim to prepare TIPOs
(Books 1 and 2) and the Thai Royal Police (Book 3) to be ready to communicate with
international travellers effectively in terms of the English language and communication
strategies. Furthermore, they also catered to all levels of language users (e.g., lower-

intermediate, intermediate, upper-intermediate, and advanced).

The first training manual was compiled by the Thai Immigration Bureau and
distributed to regional immigration police offices in various parts of Thailand. The second
training manual was created by the Immigration Divisions 3-6 (see Table 3.2) in accordance
with specific projects of each immigration police office. For example, the Thursday English
project of Border 2 immigration office was set to train TIPOs to speak English language with
English instructors. The instructors were volunteers and would develop the materials for the
project themselves.

The first two training manuals were designed to enhance the achievement of
communication goals of TIPO, such as instrumental and relational goals of communication.
For example, each training manual aims to develop the TIPO's knowledge of English
conversational phrases (such as "Hello, how was your trip?"). Such conversational skills help
promote the achievement of relational communication goals when interacting with
international travellers. To elaborate, the manuals also demonstrate the competency of the

users to use language to achieve instrumental and relational goals of communication. s

The two training manuals aim to help TIPOs adopt conversational dialogues and
skills in their daily interactions with travellers. The part that focuses on Immigration work-
related terminologies, includes useful phrases, expressions, and dialogues related to the
immigration jobs, and aimed to help achieve instrumental goals of the communication. The
instrumental goals of communication here might include questions about TIPOs as travellers
for personal information. Communication acts related to instrumental communication goals
may also include requesting task-related information from travellers (Brown & Levinson,
1987; Caughlin, 2010; Greene, 2021).
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Table 3.2.

Components of Thai Immigration Police Training Manuals

Components

How Competency is Established

Book 1

Section 1: Vocabulary: ranks, positions, departments’ names in the immigration
office

Section 2: Phrases and Expressions for General Immigration Tasks

greeting and general basic conversation for everyday interaction

expressions used in immigration police work-related jobs

basic expressions used to explain Thai immigration laws and regulations

basic expressions used to introduce tourist attraction places and Thai traditions

Section 3: other immigration job-related important vocabularies

- selected TIPOs from all regions of Thailand
will be sent to attend the training program at
the Immigration Training and Development
Centre as per the numbers of the quota for
each immigration office

- the manuals will be sent to each immigration

office for the TIPO’s self-practice

Book 2

Vocabulary to be used in naming the rank, position, and departments in the Thai
Immigration Bureau

Part one: Phrases and Expressions for TIPOs, including greetings, parting and
thanking; polite expressions; frequently used words, sentences, and phrases in
the immigration work

Part Two: Frequently used phrases and sentences likely to be used: Visa on
arrival; Service for Foreigners; Investigation and Suppression; United Nations

Office on Drugs and Crime

-TIPOs of each immigration office are
provided with the 30 hours training sessions
arranged by the immigration office. The
competence will be established when the
TIPO applies the skills gained from the
annual training sessions to use in their
conversation with international travellers

during service provision.
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Components

How Competency is Established

Part Three: Examples of dialogues occurring in Immigration daily work, such as
Airport: arrival section, departure section, visa on arrivals, and transit visa;

Services for Foreigners; Investigation

Book 3

The chapters in this manual use the following outline: Vocabulary, Listening,
Speaking, Reading, and Grammar

Chapter 1: Arrival

Chapter 2 Describing people

Chapter 3 Giving directions

Chapter 4 Departure

Chapter 5 Human Relations

The competence will be established after the
police who wish to be promoted as a TIPO

pass the exam.
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A private educational institution developed the third book, which focuses on the
English test preparation for the Royal Thai Police staff members and people who wish to
work as an Immigration Police Officer. The assessment covers three English skills: reading,
listening, and speaking. Speaking and listening are the two skills that are required during
their interactions with travellers (Nonthapot, 2020; Manmuan, 2018). However, reading and
writing skills are also essential because TIPOs also write reports and digest or summarise
information provided by travellers. In summary, there are four major communication skills
that are considered to be of high importance for TIPOs if they wish to communicate with
international travellers competently: speaking, listening, reading, and writing (Smyth, 2016;
Ka-Kan-Dee, 2017). Finally, given that hierarchy is highly prevalent in government
organisations, such as the Thai Immigration Bureau, hierarchy is also likely to be reflected in

organisational communication, such as TIPOs’ communication with travellers.

Research Design: Case Study

This section describes the case study research design. It begins with the background
of case study research, defines the case study, and explores the characteristics and
concepts of the case study in this study. The interpretivist-cultural stance leads the research

design to case study and qualitative methods.

A case study methodology is a strategy of inquiry (Stake (1995), where a researcher
explores an in-depth program, event, activity, or process within a broader and related
context (Yin, 2014, p. 15). In this study, the event or activity under investigation is the
communication between Thai immigration police officers and English-speaking travellers on
the northern border of Thailand. The case for the current study is Thai immigration police
officers who work at the five immigration offices on the northern border of Thailand, which
are presented in Figure 3, and English-speaking travellers who come to use services at

these five immigration offices.

In a case study, the researcher collects detailed information using various data
collection procedures over a certain period (Stake, 1995). For the current study, the
researcher collected the data using semi-structured interviews, observation, and documents

provided by the immigration offices, including policy and training materials.

Within the case study perspective, Stake (1995) classifies three types: intrinsic,
instrumental, and multiple or collective. The intrinsic case study is motivated by a research
curiosity to gain insight into a distinct or exceptional case. This could involve exploring the
experiences of a specific school principal, examining a particular conference, or delving into

the details of a unique curriculum design. This type is not the primary interest of the
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researcher. The instrumental case study is used to enable the in-depth study scope within a
bounded system such as an organisation, community, or topic of interest. For instance, a
researcher is interested in studying the effectiveness of a new teaching methodology in
enhancing student engagement. The instrumental case study could involve selecting a
particular school that has adopted this teaching approach. The purpose of studying this
specific case is not only to understand the impact on student engagement within that school
but also to draw broader conclusions about the effectiveness of the teaching methodology in
various educational settings. In this example, the chosen school serves as an instrument for
investigating and gaining insight into the broader phenomenon on the impact of the new
teaching methodology on student engagement. The third type is a multiple or collective case
study. This type of case study is made when more than one instrumental case study is
conducted to examine a topic of interest.

In the current doctoral study, multiple case study was adopted as the primary
method of the study. The overall instrumental case study was to be the Thai immigration
Police in Northern Thailand, and the individual, multiple cases were to be the five
immigration offices in the region. Figure 3.2-6 shows the five immigration offices located in
two different provinces on the northern border of Thailand. The five immigration offices are
City 1 Immigration Office, City 2 Immigration Office, City 1 Border Office, Border 3
Immigration Office, and Border 4 Immigration Office. Due to the locations and their functions,
the five immigration offices were categorised into three subcategories. The first category is
City 1 and City 2 Immigration Offices. This is because they are located in the city centre to
service international visitors to extend their trip in Thailand. However, City 1 Immigration
Office is situated in a big city, which means that there are many international visitors,
whereas City 2 Immigration Office, located in a smaller town, has fewer international
travellers. These two immigration offices have the same responsibilities to service

international travellers to extend their stays in Thailand.

Northern Border of
Thailand

Border 4
Immigration
Office

Border 3
Immigration
Office

City 2
Immigration
Office

City 1 Border
Immigration
Office

City 1 Immigration

Figure 3.2. Multi-Case Study Diagram
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The second category was City 1 International Airport Immigration Office. Because of
the location, its function is to check and approve the foreigners who intend to travel into the
Kingdom of Thailand. The last category is Border 3 Immigration Office and Border 4
Immigration Check Points. These two offices share a border with neighbouring countries.

Their functions are the same as those of the immigration office at the international airport.

In conclusion, each immigration office represents a single case study, illustrating a
real-world social interaction framed by social constructionism. However, the original five
instrumental case studies formed a multiple-instrumental case study in the current study.
However, things did not go to plan, and | had to change the mix from five to four sites when
two did not give permission for me to conduct research and a new site was added. Further,
in order to avoid comparing the sites and possibly impact participant anonymity, the case
study was changed from multiple case studies to one instrumental case study with multiple
sites.

Research Methods

Within an approach embracing Thai values and a Buddhist worldview, the data
gathering methodologies and methods are described in this section. The methods discuss

the research setting, recruiting participants, data collection, and data analysis methods.
Research setting and recruiting participants

This PhD study was conducted in the five immigration offices in two different
provinces on the northern border of Thailand. There are two reasons for selecting these two
provinces as a multiple-instrumental case study. First, they share similar geography, sharing
a border with neighbouring countries. This geographical feature of location will help to
provide contrast, sample variability, and valuable information for this study, especially in
terms of interactions between different cultures. Second, the University of Phayao, my
workplace, sends students to do professional training in the Foreign Services Department at
the immigration offices every year to practice their English ability and working skills. Hence,
these immigration offices are familiar research sites for me. The familiarity helped to support
my fieldwork and was a helpful precondition to establish my rapport with participants (Kvale,
2007).

As each immigration office was chosen to investigate social interaction in an actual
situation, two groups of participants were identified: Thai Immigration Police and English-

Speaking Travellers (see Table 3.3.).
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Recruitment Strategy

Both Thai Immigration Police Officers and English-speaking travellers were recruited
through purposive sampling technique (Cohen, Manion, & Morrison, 2018; Patton, 2015).
The purposive sampling method is used in qualitative research where the research select
specific participants or data sources based on their relevance, knowledge, expertise, or
unique characteristics (Cohen et al., 2018). See table 3.2. for a summary of participant

selection criteria.

Table 3.3.  Selection Criteria for Recruiting

Participants Selection criteria

o Work in one of the five immigration
Immigration offices
police e Work in Foreign Service Department

o Employ as superintendent, deputy
superintendent, inspector, sub-inspector,

and squad leader

_ ¢ Native speakers of English, such as
English- travellers who come from the US, the

speaking U.K., Australia, New Zealand, etc.,
travellers

¢ Non-native speakers of English, such as
travellers who come from European
countries, Asian countries, etc.,

¢ Used immigration services at one of the
five immigration offices,

e Hold a resident, worker, traveller or
transit visa

Thai Immigration Police
Recruitment Strategy

After selecting five immigration offices, | contacted my workplace, the University of
Phayao, on November 6, 2017, to request formal authorisation letters to submit to each
immigration office. | obtained five signed letters from the designated authority on November
17, 2017. Subsequently, | personally visited each of the five immigration offices to deliver the
authorisation letters and to follow up on their review by the officials responsible for
processing them. | visited three sites on November 20, 2017, and the remaining two on
November 22, 2017. These site visits aimed to expedite the authorisation process and
ensure the required permissions were in place for further research activities. After gaining

permission from each police superintendent, data gathering procedures would begin.
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The first three offices contacted me to request further details to be attached with the
permission letters on 23 November 2017. The officers requested that | send my fieldwork
schedule, what | needed from the immigration office, whom | would like to interview, and the
interview questions via email. After that, they said they would process all documents to ask
for approval from the superintendent of each immigration office. On 4" December 2017, |
received emails from two offices, that my permission was granted. At the third site, when |
met the inspector with the approval letter from the superintendent, | was warmly welcomed
and introduced to her subordinates.

The third site rang me on 28" November 2017 stating that the superintendent would
like to meet so that | could explain my research details and answer questions. This office
was more formal than other offices because the official letters would be requested each time
I needed to communicate with the superintendent. Therefore, | wrote the letter to ask for
permission to meet with the superintendent, then the appointment was made. The meeting
was cancelled because the superintendent had an urgent meeting in Bangkok, so | had to
wait for another meeting date. The administrative officer sent me an email for another
meeting, and the conclusion was on 14" December 2017 at the immigration office. On that
day, | met with the superintendent. He was very gentle and informative. He finally granted
me permission to conduct the research but recommended that | do the fieldwork at another
immigration office instead of the current one, because the new site had more travellers.
Therefore, | received permission from three immigration superintendents to conduct my

fieldwork within two months.

The officer from the fourth immigration office called me and told me that the
superintendent did not sign my permission letter, which meant that he did not allow me to
conduct the research at that office. The officer recommended | visit the office and wait to see
the superintendent to explain my research details. On 23 November 2017, the
superintendent's secretary told me to wait for the superintendent. She told me that she
would tell the superintendent that | would like to meet him when the superintendent came
back from lunch. | waited for almost five hours, but he said nothing, and he went back home.
| decided to write an official letter to ask for permission to meet him, but he again did not

allow me to meet. Therefore, | was not allowed to do the research at this office.

Finally, | followed up on the result from immigration officers at the fifth site on 27"
November 2017, and the officer told me that the letter was at the superintendent’s office.
Therefore, | needed to call back again. One week later, | called to follow up with the same

officer, and | got the same answer, but this time, the officer told me the superintendent might
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not allow me to conduct the research at the airport because of the strict rules and regulations

the international airport. Therefore, | assumed that | had missed this place.
Outcome

Three immigration offices granted me permission to conduct my research fieldwork,
and two refused my proposal. Therefore, | sent an email to communicate with my two
supervisors, and the conclusion was that | needed to find one more immigration office to
replace the two that had rejected permission. | decided to choose a sixth immigration office
because the sixth immigration office was established recently, and most foreigners who
came to use the services here previously went to the fourth immigration office. Thus, the
system and the organisational culture could be the same. | also used my network to contact
the sixth Immigration because the police inspector was a friend of my colleague. | was
granted permission by the highest authorised person there, the inspector. Therefore, | had
four immigration offices in the northern part of Thailand as my research sites. These
processes took two months, and the data gathering procedures would begin as soon as
possible after New Year.

The Thai immigration office is a government organisation, so the communication
processes must be formal. All places requested an official letter from affiliation as a step of
communication. Next, hierarchy is also the culture of the Thai government organisation.
Whenever the highest in the hierarchy of the organisation approved the proposal to conduct
the fieldwork in the organisation, the lower officers would give you a warm welcome even

when they did not want to.

My intention was to include one police superintendent, one deputy superintendent, two
inspectors, and eight sub-inspectors and squad leaders. However, 18 Thai immigration police
officers from the four immigration offices participated in this study, as illustrated in Table 3.3.
because the number of officers would vary depending on the size and the location of the office.
In certain border regions, there tends to be a higher deployment of immigration officers to
cater the influx of international travellers crossing the border. Conversely, in urban settings,

the concentration of officers tends to be lower.
English-Speaking Traveller: Recruitment Strategy

The recruitment procedures began after New Year, starting from City 1, City 2,
Border 3, and Border 4. First, | went to the City 1 office on 8" January 2018. | contacted the
administrative officer with a copy of the permission letter, and the officer took me to meet
with the police inspector. | told the police inspector that | would interview the English-

speaking travellers as indicated in the approval letter. Most English-speaking travellers at
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this office were long-term stay, which meant that they hold a non-immigrant visa, such as a
Thai spouse visa, working visa and the like. They came to the immigration office for several
reasons, including extending their visa, reporting 90 days natifications, or re-entry.
Therefore, these travellers visited the immigration office every year or every 90 days. The
room for the services was tiny, so the officers did not allow me to stay inside for observation.
Therefore, | waited for the English-speaking travellers outside the room. Most English-
speaking travellers came here with the Thai people, so | approached Thai people first to tell
them about my research project and asked for permission to interview the English-speaking

travellers.

The first English-speaking traveller | approached refused to be interviewed because
he was in a hurry, so | kept waiting for the next traveller. Finally, on the first day of the
interview, | recruited two participants from the USA, they held retirement visas.

On 9" January 2018, | arrived at the City 1 immigration office at 9.00 am, and the first
traveller came at 9.30. He visited the immigration office alone. He came from South Africa
and worked as a teacher in the location, so he had a work permit. | told him that | would
interview him after he finished interactions with immigration police officers, and he allowed
me to do so. The fourth traveller came from England. He lived in the location with his wife, so
he had a retirement visa. | approached him and his wife. | talked to his wife first, and then his
wife told him to help to answer my questions but after the services. | waited for them for
about one hour. The fifth traveller came in the afternoon. He came from Norway with a
retirement visa. So, | asked for permission from him and his wife to interview him after the
services, and he was willing to help me. After this tourist, a few travellers visited the
immigration office, but they refused to answer my questions because some were in a hurry,
and some said they could not speak and understand English very well. | waited until the
office closed. At the end of that day, | had recruited three English-speaking travellers.

On 10" January 2018, | arrived at the City 1 immigration office at 9.00 am, and |
found one traveller waiting for the services with his wife. He came from France with a
retirement visa. | approached him and his wife for the interview, but he told me he would give
me time after services, and | waited for him for an hour. One traveller came running into the
office during that time because he had an appointment with the officer. While | almost
finished interviewing the first French traveller, the second traveller left the office, so | missed
him. In the afternoon, | interviewed two British and American travellers. Two British travellers
hold a retirement visa, and one visited the City 1 immigration office to report 90 days
notification. They knew each other, so when the first British traveller finished the interview

with me, he told the second British traveller to help me. Before the office closed, one young
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American traveller visited. | talked to him, and he said he came here just to check all
documents before applying for the Thai spouse visa. He reflected on most problems he

found and gave some recommendations on the services.

On 11" and 12" January 2018, | interviewed four travellers from Canada, Japan,
France, and Sweden. The Canadian traveller visited Thailand for a short time as a boxing
training in the location, so he came to the office to renew his visa. The second traveller |
interviewed came from Japan. His English was not good, but he tried to answer my
guestions. He was a traveller and visited the office to renew his visa. The third and fourth
travellers came from France and Sweden. They had retirement visas, and they came to the
office to renew their visa and report their address. Within one week, | recruited 13 English-
speaking traveller participants from the City 1 immigration police office.

| went to the City 2 immigration office between 22" and 26" January 2018. This
immigration police office is a sub-branch of a bigger immigration office. Four immigration
officers worked in this place, one inspector, one sub-inspector, and two squad leaders. On
the day that | visited, the police inspector had a meeting, and she did not tell her
subordinates that | would conduct the fieldwork this week, so one of the officers called the
police inspector. Then, the officers here allowed me to interview, but it must be at the end of
each day. They provided me with a drink and snack during the day. At the end of the first
day, | began interviewing the inspector first, and then she told her subordinates to answer

my questions.

During the day, | interviewed English-speaking travellers. There were mixed cases
here, both short term and long-term visas; however, most travellers were long-term stay.
Therefore, | had a different point of view from different types of travellers. Long-term stay
travellers had more experiences in interactions with the immigration police officers because
they needed to visit the immigration office every 90 days to report their address or renew
their visas. | approached them by using an accidental sampling method. This meant that any
travellers who entered the room would be asked to be my participants. As a result, 15
English-speaking traveller participants and four Thai immigration police officers were
interviewed. | was allowed to observe the interactions between the travellers and the officers
at this place. During the observation, the officers set the place for me to sit, which was quite
far from the counter, so | could not hear the conversation correctly, but | still could see the
body language. From my perspective, | thought that the officers felt uncomfortable giving

services to the travellers when | sit near them, so they chose the place for me.

| went to the third immigration office from 12" to 15" of February 2018. There were

three offices at this place. | visited the first two places on the recommendation of the officers
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at the bigger office, | recruited my research participants at the border with Myanmar because
many travellers were crossing the border to Myanmar and back to Thailand. | first contacted
the inspector at the border and interviewed him and one of his subordinates. After finishing
the interview with the two officers, the inspector recommended | recruit the participant at the
gate before the travellers crossing the border. However, | told the inspector that | would like
to interview the participants who just had experience interacting with the officer, so |
changed the place to the gate where the travellers went back to Thailand. However, | found
that it was challenging to recruit the participant here at the border because they crossed the
border as a group, and some just crossed the border to renew their visa, so they did not
have time to be interviewed. Therefore, most of them refused to be participants. So, | spent
the whole week waiting for the travellers on the way back to Thailand, and | recruited only
four English-speaking travellers and two Thai immigration police officers.

On Monday, from 19" to 22" of February 2018, | decided to go back to the office to
recruit participants. At these places during the day that there was no customer, | asked the
immigration officers for the interview, and | recruited another five Thai immigration police
officers as my patrticipants. | waited to recruit the participants at this office for another week;
most of the visitors were from one of three nations: Laos, Myanmar, and Cambodia. At this
place, | interviewed another three English-speaking travellers, and they were long term stay.
| found that one American traveller holding a retirement visa faced some problems in
renewing his visa. At first, he felt frustrated with the result of the visa. He spoke very loudly,
and he insisted that he was not wrong and understood the regulations. Therefore, the officer
asked her supervisor to come and talk to this traveller. The police supervisor explained the
reason for 20 minutes, and then he understood and went back to prepare the new document
from the bank. He came back again with the new bank statement. When | interviewed him,
he told me that it was his fault, and all the problems were solved already. The way he spoke

was different from the first time. It seemed that he understood everything. He was now

happy.

Then, | went to the Border 4 immigration office from 6" to 14" March 2018. When |
arrived in the morning, | contacted the administrative officer. He introduced me to the
assigned officer. | explained my needs to the assigned officer and waited for English-
speaking travellers on the first day, but there was no tourist. On the second day, | went to
the immigration office again to recruit participants, and the assigned officer told me that there
were just a few travellers visiting in a week. Most of the visitors were from three nationalities:
Laos, Myanmar, and Cambodia. If | wanted to interview the real travellers, | should go to the
border because many travellers were crossing the border to Laos every day. The assigned

officer contacted the police inspector at the border to arrange that | would go there to
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interview the officers and the travellers. When | arrived at the border, | met the inspector and
interviewed her and her subordinates. Then, | asked for permission from her to interview the
travellers, so she introduced me to the officer at the information desk who checked all
documents of travellers before interacting with the immigration officers at the gate. However,
| thought that did not work because all travellers did have direct experiences in interactions
with the officers here, so the officer at the information desk recommended going inside the
gate, but | needed to get permission from the inspector. Therefore, | talked to the inspector
and asked for permission to go inside the gate, and she allowed me to stay beyond the gate.
The officer at the information desk took me to the bus stop inside the gate.

After all the travellers finished all the paperwork and got their stamp on their
passports, they had to wait for the bus to take them across the bridge to Laos, leaving the
border every 25 minutes. Most travellers were backpackers at this border and stayed in
Thailand for a short period, so the interviews ranged from three to five minutes because they
had many experiences in interaction with the Thai immigration police officer. Some travellers
crossed the border as a group of up to ten people, but some crossed the border alone. The
first group of travellers that | approached came to this border as a group of ten people from
Europe. When | talked to them, they all talked, so it was challenging to identify the key idea.
Therefore, | decided to interview travellers who came alone or in pairs. Some travellers
refused to answer my interview questions or did not allow me to record the conversation
because they thought they might face some problems with the immigration police officer.
Therefore, | thanked him or her and looked another traveller to record the conversation. |
recruited 33 English-speaking traveller participants and seven Thai immigration police
officers at this border. It took almost two weeks to finish the interviewing. At the end of my
fieldwork at the Border 4 immigration office, the officers added that the superintendent had
set up every Thursday as an English-speaking day. An English-speaking volunteer would
come to the office to teach the officers.

After interviewing 71 English-speaking traveller participants and 18 Thai immigration
police officers, | contacted the administrative officers at the City 1 immigration office. The
officer told me that the inspector | talked to had already moved to another province. Thus, |
had to contact the Immigration office again for the approval from the new inspector and
made the appointment to talk to him. The inspector and other officers allowed me to
interview them on 7™ April 2018. When | arrived at the immigration office, the officer
introduced me to the inspector, and then | interviewed him for 20 minutes. After that, he
asked one of the administrative officers to introduce the officers in the Foreign Services

Department. At this office, | interviewed two officers after working hours. | interviewed one
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inspector, one sub-inspector, and one squad leader. See Table 3.5 for the summary of TIPO

participants and their locations.

Outcome

At the end of my fieldwork from the four research sites, | recruited and began

interviewing 71 English-speaking travellers from different countries and cultural

backgrounds. These groups of travellers visited Thailand for different purposes, such as

tourism, employment, retirement, and marriage (see Table 3.4)

Table 3.4.  English-speaking traveller participants classified visit purpose and home nation
Purpose of Travellers classified by Numbers of Total
Visiting Kachru’s World Englishes and Travellers
Thailand Nations

The Inner Circle 27

Tourism American 7
England 7 17

Australia 2

Canada 1

Marriage American 1

Australia 1
Canada 1 4

England 1

Retirement American 2
Canada 1 4

England 1
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Purpose of Travellers classified by Numbers of Total
Visiting Kachru’s World Englishes and Travellers
Thailand Nations
Employment American 1
South Africa 1 2
The Outer Circle 2
Employment The Philippines 2 2
The Expanding Circle 43
Tourism France 8
Germany 3
Spain 3
Belgium 2
Japan 2
Norway 2
Romania 2
Switzerland 2 33
Argentina 1
Brazil 1
Brunei 1
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Purpose of Travellers classified by Numbers of Total
Visiting Kachru’s World Englishes and Travellers
Thailand Nations
China 1
Czech Republic 1
South Korea 1
Hungary 1
Italy 1
The Netherlands 1
Marriage Sweden 2
France 1 4
Switzerland 1
Employment Taiwan 1
Brazil 1
Indonesia 1 5
Netherland 1
China 1
Retirement France 1 1
Total 71
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Table 3.4. depicts a numbers of English-speaking traveller participants categorised
according to national language, comprising English as a First Language, English as a
Second Language, and English as a Foreign Language. The data clearly indicate diverse
purposes for visiting Thailand, encompassing tourism, employment, retirement, and
marriage. In this study, the rationale for visits served as a key parameter for interviews,
ensuring the preservation of the proxy from the travellers. It is evident from the findings that
individuals from English as a Foreign Language countries predominantly visited Thailand for
tourism purposes, whereas those hailing from English as a First and Second Language
countries displayed a proclivity for long-term objectives such as retirement, marriage, and

employment.
Data Collection Methods

This section describes the data collection methods: interview, documents, and

observation.

Interviewing--Methods

Interviewing can clarify the participants’ implicit and unobservable beliefs. Interviews
seem to be a good tool for gathering verbal comments, and many TIPOs and English-
speaking travellers’ cognitive researchers use them in a semi-structured format (Brinkmann
& Kvale, 2018). Interviewing helps researchers to discover what cannot be observed directly
by talking with participants (Patton, 2015). The interviewer can disclose personal
experiences, opinions, and responses to the social phenomena in our society (Gubrium,
Holstein, Marvasti, & McKinney, 2012). Furthermore, Tod (2006) suggests that interviews
are an effective way to collect the data concerning informants' views, attitudes, behaviours,
and experiences. Seidman (2006) further supports this view in that interviews can help
participants and researchers co-construct knowledge through their social interactions, and
by the researcher understanding participants' lived experiences and the meaning of that
experience. In this respect, interviewing has advantages over data collection methods such
as observation or questionnaire surveys in gaining a deep understanding of the participant's
experiences (Nguyen, 2013, p. 93). Therefore, in this study, interviewing was an excellent
way to investigate socially produced knowledge (Burr, 1995), shifting its emphasis from the
person to the social domain. The social domain in this study was interview that took place

within the locations of the TIPO-traveller interactions.

Specifically, a semi-structured interview (Tony, 2005; Patton, 2002) was adopted as
a data gathering method. Gillham (2005) writes that a semi-structured interview can

"facilitate a strong element of discovery, while its structured focus allows an analysis in
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terms of commonalities" (p.72). From this statement, it can be inferred that the semi-
structured interview consists of two elements of questions: structured and less structured.
The structured guestions can be the same questions that are used to ask all participants. At
the same time, the more minor structure elements are found in open-ended questions, which

allow the participants to express their opinions freely (Kvale, 2007).

Interviewing--Procedures

The date and time were set up for the interviews after | gained the approval from the
immigration police superintendent. Within the context of my research, the interviews

consisted of two series of semi-structured interview questions.

First, before the interview, | explained the purpose of the research and the
information sheets carefully, asked the participants to sign the consent form, and asked for
their consent to audio-record the conversation. Then, the interview session began. The first
set of interview questions were presented to the police superintendent, police deputy
superintendents, police inspectors, police sub-inspectors, and police squad leaders. These
interview questions were asked in the Thai language to ensure their understanding of the
guestions and express their view openly and freely. The interview questions were
categorised into three groups: background information of the Thai immigration police;
intercultural communication experiences during service encounters; and politeness and

behaviours when providing services to English-speaking travellers (see Appendix 1).

| conducted 21 semi-structured interviews with Thai immigration police officers from
each immigration office. Thus, the total number of participants was 71 Thai immigration
police officers. These interviews were conducted in the conference room of each immigration
office to make them to feel comfortable. The interviews were conducted privately between

the researcher and the officer without other officers.

Second, | approached English-speaking travellers individually while waiting in the
gueue in front of the service counter. | would present the approval letter for conducting my
research and explain the purposes of my research. If they were willing to participate in my
research, the information sheet and the consent form would be explained to them to sign the
agreement to participate in my study. | told them | would like to interview them after they
finished their interactions with Thai immigration police officers at the counter service. The
interview questions were asked in English. The second set of questions would be presented
to native and non-native English speakers of English-speaking travellers. The interview
guestions were categorised into three groups: background information of the tourists;

perceptions of intercultural communication experiences during interaction with Thai
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immigration police officers; and attitude towards politeness behaviours of Thai immigration
police officers during service encounters (see Appendix 2). | conducted 71 semi-structured
interviews with English-speaking travellers of mixed nationalities in five immigration offices.
These interviews were conducted in places which were convenient for the travellers. | did not
collect data on the participants’ ages due to time constraints and the fact that conducting the

interview in a public setting might have made participants uncomfortable when answering.

The recorded interviews were transcribed and rechecked with the research questions
and interview guides. The transcription was checked again to identify the areas and points of
interest that may have been overlooked from the first interview. If there were any issues
presented, they were added later in the following interviews.

Collection Documents--Procedures

Documents were the second source of data. Document review clarifies or
substantiates participant statements and provides thick descriptions of the case (Nguyen,
2013). Two types of documents, contextual and organisational, were collected. The
contextual documents included government policy and related media stories, and the
organisational documents consisted of immigration documents and forms and language
training materials. These documents, especially the immigration documents, training

materials and media stories, related to their situations for their daily work.

One data source was the documents provided by the participants and the researcher.
After receiving approval from the immigration police superintendent from each immigration
office, | made an appointment with the authorised immigration officers assigned to take
responsibility for my study. | requested the officers provide copies of relevant organisational
documents, such as immigration forms, other relevant documents, and training materials.
The officers would further be informed to provide some more contextual documents, namely,

immigration and government policies, most publicly available.

In addition to the above, | searched relevant online stories, such as news and articles
describing related issues occurring during service encounters between Thai immigration
police officers and international travellers. The documents were used to identify related
issues to the interactions between Thai immigration police officers and international

travellers (e.g., European, Asian, American travellers).

Observation--Methods

Observation was the final data collection method. The objectives of the observations

are to view how Thai immigration police officers and English-speaking travellers
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communicate with each other, identify the challenges each encounter in intercultural
communication; and how both participants deal with an attempt to resolve the intercultural
communication issues occurring during interactions. It is also used to observe the Thai
immigration police officers' politeness strategies and behaviours while giving services to the

travellers.

Intention--The data collection from observations took place over time (between
January and April 2018). The value of longitudinal fieldwork lies in helping the researcher to
build rapport with the participants —in this case the TIPOs. Rapport with participants is
essential to enable the researcher to collect valid data and helps to minimise any
problematic issues. Willis (2007, p. 236) states that fieldwork often follows a typical pattern.
The researcher spends time in the environment building a relationship with participants who
act more naturally as trust develops. Also, participants may be more straightforward when
discussing issues or making decisions while the researcher is watching (Patton, 2002). The
main focus was the TIPOs because travellers were present at the border for a very short

time.

Observation has several advantages (Patton, 2002). Firstly, the observation helps
the researcher better understand the context and encourages rapport with the participants.
Secondly, the observation allows the researcher to see practices that may be missed from
the interview sessions. Thirdly, the observation can also serve as triangulation of data

collection methods to increase the trustworthiness of findings (Marshall & Rossman, 2011).

In practice, there were many problems | attempted to observe the interactions
between Thai immigration police officers and English-speaking travellers during their service
encounters at the immigration office. These observations aimed to recheck the details that
the participants would identify during the interviews, some issues that the participants could
not express during the interviews, and some facts about what occurred during their
interactions. At the same time, the travellers were asked to sign the consent form while
waiting for the service at the immigration office to allow me to observe their interactions.
Finally, the consent form would be presented to the participants to sign their agreement to

participate in interviews and observation for the Thai immigration police officers.

Before the observation, the travellers would be given a short introduction to my
research. Then, | would accompany the travellers to the counter service to observe their
interactions with the Thai immigration police officers. Only one out of the four sites
consented me the observation and they allowed me situate mile away from the interaction;
as a result, | could not hear the interaction properly. Thus, | decided not to include the data

from this method in my analysis.
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Data Analysis

Thematic analysis, a qualitative analytic method, was applied to identify, analyse,
and report patterns or themes within the data set. Typically, it is organised and describes the
data set in rich detail (Braun & Clarke, 2006, p. 79). A theme encapsulates a significant
aspect of the data relevant to the research question and signifies a degree of structured
response or significance within the dataset (Braun & Clarke, 2006, p. 82). This method of
data analysis was chosen for the present study because there are some advantages in using
thematic analysis (Braun & Clarke, 2006). First, thematic analysis can manage research
guestions related to people's experiences or understandings and perceptions of social
situations which are the focus of my research. Second, thematic analysis can also analyse
different data types, including media, focus group or interview transcripts, and works for
large or small data sets (Braun & Clarke, 2006). Finally, it can help produce qualitative
analysis suited to informing policy development.

In this study, the thematic analysis was applied in two phases. During the data
analysis phase, | searched for commonalities of participants' intercultural interaction
experiences and politeness strategies and behaviours. The participants' thought and
behavioural patterns can be identified by the similarities and differences in Thai values and

Buddhist worldview.

Firstly, phase one in this study analysed data sources separately, including
documents, such as immigration documents and training materials; interviews with the
participants; and service interaction observations (with field notes taken during and after
each observed interactions). | followed Braun and Clarke's (2006) six phases for inductive

gualitative analysis in this phase. The six phrases are summarised in Figure 3.3. below.

P 5:

P1: P2: P3: P 4: - R&:
familiarising Generating Searching Reviewing Dde'n'ng Producing
with data initial codes themes themes anthgsqtlsng the report

Figure 3.3.  Procedures for Analysing the Data

According to Figure 3.3, six phases of data analysis were identified. In Phasel, | read
all transcription both Thai and English transcriptions at least three times in order to became
familiar with the data (see the example in Appendix 3). The followings were the excerpts of
the interview transcriptions of both Thai Immigration Police Officers and English-speaking

travellers.
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In phase 2, | set up the codes for creating themes and sub-themes with their
definitions so that | could manage the themes for the analysis. The themes and sub-themes

with the definitions were as follows: (see the example in Appendix 4).

In Phase 3, | started reading the transcriptions again to find the themes and
highlighted each theme with different colours (see the example in Appendix 5). In Phases 5,
after all themes and subthemes had been grouped into the correct table, | named all themes
and subthemes with their definition to clarify each of them. Finally, in Phase 6, | wrote the
analysis to report the themes and subthemes (see the example in Appendix 5-7).

After gathering the data from the field, all interviews recorded were transcribed into
two languages: English and Thai. The procedures of transcribing the data are illustrated in
Figure 3.4. below.

Listen to audio- Transcribe data
recording

= Listen to audio-

adjust
Transcriptions

L Re-listen and

« Write exact words + Cistento audlo-

recordings for while listening : -
Sy e > recordings again
+ Determine while reading the
. Replayfand speech froLn transcriptions
pause i contexts when . .
necessary speech is not ﬁgfdcsk grgome
clear P
missing or
incorrect

/

Figure 3.4.  Procedure for Transcribing the Interview Data

After completing the first drafts of the transcription (i.e. Phase 1: familiarising with
data and Phase 2: generating initial codes), | grouped some noteworthy features from the
data and entered them into the table to name them in the following analysis phase (i.e.
Phase 3: searching themes, Phase 4: reviewing themes). Some of these features included
perceptions of competent and polite communication, such as travellers’ and TIPOs’
expectations of each other's politeness, expectations of each other communicative
competence; and perceptions of organisational processes. After grouping the data, | named
the themes and sub-themes of each group of interesting features using content analysis (i.e.,
Phase 5: defining and naming themes). In the final data analysis stage, | began to report my
data using the themes and sub-themes concerning the theoretical framework (i.e. Phase 6:
producing the report).

Conclusion
This chapter has explained my approach, that is, Thai culture-centred approach. The
benefits of this approach were to identify communication experiences from the views of

Asian people. Finally, the chapter detailed the data collection, and data analysis procedures

which were informed by an interpretive and Thai culture-centred approach. This meant |

79



could focus on language use, and Thai and Buddhist values in interactions between TIPOs
and travellers. The following two analysis chapters discuss the findings in relation to the
different research questions. Chapter 4 addresses RQ 1, What were the experiences of Thai
Immigration police officers and English-speaking travellers of organisational processes and
interactions at the border? Chapter 5 addresses RQ 2a. How did the values and
expectations of the Thai Royal Police and Thai Immigration Bureau influence Thai
immigration Police Officers’ role and interactions with travellers? And 2b How were the Thai
values and Buddhist worldviews applied by Thai immigration police officers in interactions
with English-speaking travellers?
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Chapter 4

Traveller-immigration Interactions at the Borders: Differences

and Similarities in Expectations

This chapter addresses the first research question: What were the experiences of
Thai immigration police officers and English-speaking travellers of organisational processes
and interactions at the borders? It presents the experiences of interactions of the Thai
immigration police officers (TIPOs) and English-speaking travellers and provides insight into
the participants' views towards each other during the interactions at the counter services in
the border contexts. Using Thai values and Buddhist worldviews as the research framework
(Figure 4.1), the chapter is structured in two parts: the perceptions of intercultural interaction
in the experiences of both participants; and the participants' expectations of each other's
roles and engagement with the organisational process. The intercultural interactions in this
study include the expectations of both the TIPO and the travellers of each other in

communication politeness and competence.

Border
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Communication —

Competence Thai &
Buddhist

= 4 L =7 Values

background
/ cxpcricn ce ﬁ Organisation
values

Politeness

—_
’ \ . . . .
Cultural )| mnteraction Thai Immigration
Travellers — Values/ -p/ Language __\\“- @ = Police
— Thai Police
< -

Communication Goals: Instrumental, Relational, and Identity >

Figure 4.1. : Research Framework

Perceptions of Communication: Politeness and Competence

The first section concerns the perceptions of communication competence that could
be discussed in the realm of the participants' expectations of each other's politeness

behaviours and communication goals (instrumental, relational, and identity). This concern
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was evident in four issues: travellers and TIPO’s expectation of each other’s politeness;
travellers’ expectation of TIPOs’ communicative competence; travellers’ suggestions for
TIPO to develop their communicative competence; and TIPOs’ needs in developing their

communicative competence. Each of these subthemes is illustrated below.
Politeness

This section addresses the politeness from both travellers' and TIPOs' perspectives
of themselves and each other. The politeness in this respect was illustrated in two issues:
travellers’ expectations of TIPO Politeness; and TIPO expectation of traveller politeness.
Each of these is discussed below.

Travellers’ Expectations of TIPO Politeness: The two main themes connected to
travellers’ expectations of the TIPO’s politeness at the border service were the TIPOs' use of
using non-verbal communication, and lack of social interactions, such as the TIPOs'
unwillingness to speak, lack of social language such as greeting, farewell, and so on, and

use of command language.

Firstly, travellers expected the Thai immigration police officers (TIPOs) to use verbal
communication instead of “being silent and using body language only”. Participants offered

the following comments:

Here the Thai immigration says nothing. Just you know, silence and use

body language to signal us to do something (Border/T41)

No communication. They just could have told me ...maybe | do not have to
wait again (City/T19)

There was completely silent. No questions. Just stamping passport. Their
routine (Border/T4)

Each of these quotes illustrates the problems for the travellers when the TIPO relies
on non-verbal gestures or continues with routine tasks such as “stamping” and does not
speak to the travellers. The first quote shows that although there was a TIPO gesture that
directed the traveller to complete the task, this non-verbal instruction formed an impolite and
unpleasant experience for the travellers during service provision. The second quote
demonstrates that communication might not result in time-wasting for the traveller; for
example, when the traveller came to the information table to get the form from the TIPO, the
TIPO could say something to the traveller so that when there was a queue, the traveller did
not need to go back and get the extra documents for the type of task. The final quote

illustrates the traveller’s view that the TIPO was silent while doing its job.
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Secondly, social interactions refer to the use of language to make conversation, and
travellers seemed to expect some level of relational communication from TIPO. The
perceptions include TIPOs' unwillingness to speak; their lack of social language such as
greeting, farewell, and so on; and the use of command language, as seen in the following

quotes.

Sometimes | feel that the officers are unwilling to talk and that
there is even not a language barrier. We have an issue: they
are so busy with documents and stamping things that they
forget the interactions as a human being who breathes.
Furthermore, it will be nice to talk to me a little bit more,
whether in English or Thai. Just sort of [s0] | know what is
happening. (City/T6)

Yes, maybe a little bit more conversational in a communicative
skill. Not just like a very business, like in and out, like short
word. (City/T15)

Maybe [a] greeting and a little bit of conversation and basic
conversation because it is a lot of command[s] like "do this",
"do that". Because they need you to do it as quickly as
officially, and | think a bit more please and a bit more welcome.
Maybe just a greeting and goodbye, saying "safe traveling."
(Border/T22)

These quotes show that travellers expected working procedures and verbal
interaction with the TIPOs. The first quote highlights the traveller's expectation of social
communication to build a relationship within the transaction to enable the task to proceed
satisfactorily. Social communications appropriate to greeting and parting (Border/T27) are
preferable. However, the traveller indicated that the TIPO was unwilling to talk, which might
be a police-type interaction. Similarly, the second quote focuses on the traveller's
expectation for the TIPO to have more conversation so that the traveller does not feel as if it
is in a very business or police-type context. The third quote emphasises the directive styles
of the TIPO in the interaction, which is interpreted as impolite (i.e., 'do this, 'do that,'
Border/T22). For example, the traveller expects the TIPO to express politeness in spoken
language and in everyday conversation, such as "can you, please, give me your passport?"
(City/T6, T14).
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In summary, non-verbal communication and lack of social engagement relate to
travellers' relational and instrumental goals and their expectations of the interaction with
TIPOs. Although, they both know there is a job to do, the travellers seem to want more
relational than task-focused interaction.

TIPO Expectations of Traveller Politeness: The TIPOs’ expectation of the
travellers’ politeness focuses on two main areas: expecting negative politeness; and

understanding politeness in different cultures.

Firstly, negative politeness is defined as the speakers’ action in trying to use a direct
and polite speech in order to satisfy the listener. An example is Thai is using polite,
complete, and "please” sentences. The analysis showed that the TIPOs saw travellers failing
to perform negative politeness as expected in Thai settings. This failure included
inappropriate or lack of manners, as defined within Thai culture, respecting and expressing
negative emotion while encountering the TIPOs. Examples are shown in the following
excerpts.
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Sometimes, a traveller just threw a passport at us. For example,
when there was a queue of [named nationality] travellers, this
traveller threw a passport to the officer. However, the officer would
try to understand that it was the traveller's culture. [These] travellers
like to shout and make a loud noise. Maybe there were so many
people in their country, so we have to understand them [their culture].
(Border/ Squad Leader?2)

This quote shows the aggressive behaviour of the traveller, that is, “throwing the
passport” and “shouting” in the immigration office. In this case, the TIPO attributes these
behaviours to the traveller's culture. The travellers from this nation usually visit the Kingdom.
Thus, the TIPO is familiar with such behaviours of the travellers, and the TIPO addressed

that they would have to “understand” such behaviours of this group of travellers.

[T.(d d’ 1 v 1 Q/dl 1 dg/ 1 1
Adueas Ussinmituuuansmalluadfilugiseveslsoswilasas 018

o

pxlafazufjianasaizans insrzdineaisaidaasigyezy

84



backpacker 112 ingrzaLAeziTiEgn T is Ay uaah
sniTungs U NAnEIBINgEIBIIANBNTEILIT AN Yin

Mmadeaaiuunaiilunnssiaes aeelsianmauas 218NN

Uszneuas wesm neensu hueAanatasesdaiey aviEeuenans

= ! =1 ! = ¥
7/‘77@@3??97’7\7 T WIHT L/’]\?Vlé?/’]TJJLW?E/JJW?@NN’?ﬂZ

Some types of travellers try to explain [to], and they try not to
understand. When we ask some questions, they refuse to answer.
Most travellers here are backpackers, and they are teenagers, so
they are hot-tempered. They will come as a group. Sometimes, the
travellers' English is hard to understand, so miscommunication and
verbal and nonverbal communication need to be used to convey the

messages. (Border/Inspector2)

The quote highlights the internal attribution of the traveller, that is, the traveller's

behaviour is 'bad' and explained by individual and internal factors related to the traveller.

That is, they are a "group" of "young," "hot-tempered," "backpackers" with "hard to
understand English" who "refuse to answer". Here the TIPO attributes "miscommunication”
to the traveller and the need for the TIPO to use verbal and non-verbal communication to
compensate. In this way, the TIPO takes responsibility for finding ways to communicate with
the traveller. The TIPO, however, does not mention his or her competence with English as a

potential factor impacting the interaction.
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One case that | found was traveller working for the foundation. He
has lived here for a long time, but he neglected to report his 90 days
notification. When he came here, he had to pay the fine. | explained
to him, but he tried to find the excuse that it was the holiday. When |
said no, you had to pay. He got mad and made a loud noise. (Border

1, Sub-Inspector 1)

The quote above presents the use of loud noise of the traveller when he or she

misses essential documents, such as bank accounts and bank statements, and does not
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accept that this was his/her responsibility. The TIPO interpreted these behaviours of the
travellers as negative politeness behaviours. Overall, the quotes above concern TIPOs
expectations of politeness and manner from the traveller. The manners are expected to

centre on paying respect and not expressing negative emotions.

The second politeness expectation concerns the TIPO’s understanding of cultural
differences, which was also raised by one traveller in the expectations of the travellers from
the West. The traveller expected that other travellers, especially those from the West, might
be able to understand the communication behaviours of the TIPO. This traveller showed the
different behaviours and manners that may affect the TIPO's communication with travellers.

Oh, I think they [TIPO] do a good job, so one thing is culturally
[different] here, the confrontation, so | know a lot from the West |
came from the West. People are more assertive [there],...aggressive
about things-- more confrontational, which does not get you very far
here. | think they are very respectful, but people who come from the
West think that being more confrontational will get their way, so it is a
little bit of cultural differences. ...the way | say [it], sounds like they
[TIPO] should change to accommodate the Westerners. That is not
really what | mean. | think they [TIPO] should be clearer and maybe
more patient because of the cultural difference. | found like

Westerners are very impatient and more confrontational (Border/T2)

What stands out in the extract above is the traveller’s perceived cultural differences
between TIPO and travellers of different cultures. Communication behaviours, including
"confrontation”, "assertion", and "aggression," are characterised by this traveller as Western
ways of communication. This Western traveller expected other Western travellers to be

aware of such communication behaviours when interacting with the TIPOs.
Communicative Competence

This section addresses the communication competence from travellers' and TIPO's
perspectives: travellers' expectations of TIPOs' communicative politeness and competence;
TIPO's perspective of communicative competence and politeness; and travellers’

suggestions for TIPOs’ communicative competence development.

Travellers’ Expectations of TIPOs’ Communicative Politeness and
Competence. The travellers’ expectation of TIPOs’ communicative competence involves

language competency, and language politeness. Communicative competence is using
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language to communicate successfully in a particular context. Language competency of the
TIPO was important in interactions for the travellers. Evidence of travellers’ perspectives of

TIPOs’ communication competency is shown below.

It could be the low level of English. That is why they cannot speak or

have a very poor way of communicating with travellers. Border T10).

I never thought that the officers did not know the specific vocabulary
they needed for their job. They know this the passport sign here.
However, they cannot often express it in complete sentences and
hold a conversation instead of just saying a very short word. They
would need to have some conversations instead of just issuing
commands. | think that would be very helpful. (City/T6)

Oh, they should at least know typical English, like how to get
someone. Many times, we ask; they just don't understand. They just
point another way something. They should at least have a
conversation about a country that we are visiting, as they work with
the travellers, but they don’t know what we are asking about.
(Border/T8)

.. our experience first is so very ...in English you say brusque, they
[TIPO] are very brusque, official. Official, the [TIPO] way they [TIPO]
do it very official, but now they [TIPO] are becoming more amiable,
that is the English word, become more amiable, they [TIPO] are very

easy to talk to and now so the experiences are better (City/T8)

... Officers can be very curt and short instead of explaining
something in a sentence, such as “can you please give me this”,
instead of just “a passport”. This is a very short command- like.
(Border/T6)

She [TIPO] was, | think it worth mentioning, kind of yell[ing] a word at
me like “photocopy.” (City/T14)

The keywords and phrases used by the travellers to describe the TIPOs as having a
"low level of English" (T10) or lacking "the ability to [use] complete sentence " (City/T6); or
being “very brusque, official” (T8) or “yellfing] a word at me” (T14) suggests that the
travellers consider the TIPOs to have inadequate knowledge of English to carry out their
immigration work effectively and politely. In addition, the travellers seem to want more than

transactional interaction; some want a social conversation. In this respect, the required skills
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that can shape meaningful interaction of TIPO are based on social language or relational
communication. From the quotes, the travellers expected functional and oral communication
skills from the TIPOs.

Firstly, these quotes highlight the travellers’ view of the TIPO’s as lacking the
grammatical structure knowledge to apply the immigration terminology to form a correct
English sentence. Thus, the TIPOs use a directive form of language or command sentence
when indicating to the travellers to do something. This command approach is read by the
travellers as a means of impoliteness. Full English sentences with a polite ending, such as
'please’, are preferred from TIPO when interacting. Secondly, travellers consider that the
TIPO do not have good English speaking and listening skills to engage in socialising
conversation with the travellers. In addition, the traveller also expected the TIPO to use a
soft and pleasant tone of voice when interacting with the travellers. Such a tone of voice
demonstrates politeness and makes the travellers feel welcome. The quotes also support
the view of socialising conversation. Even though the interaction occurs in a formal context,
the traveller demonstrates that an amiable conversation is needed to make travellers feel
comfortable speaking to a TIPO. Such language socialising skills help TIPOs show their
communicative competence in using English to interact with travellers. Such relationship-

building helps to create a friendly atmosphere of relational communication.
TIPO Perspective: Communicative Competence and Politeness

The TIPO participants identified three areas of the English language as those that
TIPOs needed to develop in order to improve their communicative competence skills:
general English conversation; English for specific purposes; and English pronunciation.
Firstly, general English conversation includes everyday life conversation, such as greeting,
parting, and travel topics. Secondly, English for specific purposes refers to the English
language learning that mainly focuses on technical terms and skills needed for a particular
job for the immigration officers. Thirdly, English pronunciation concerns the practising of
pronouncing correctly and listening to different kinds of foreign accents. These three different

topics are reflected in the following quotes from TIPOs.
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| want to start with a general conversation, so the officer feels good
that she can make a conversation with the traveller. The officer

already knows technical terms relating to the immigration job, so we
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want to use it to practice the conversation to explain to the traveller.
(Border/Squad Leader3)
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Yes, not only the immigration rules and regulations, but also, we have
to know how to ask some general topics, such as “how are you?” and
general conversation to make the travellers feel comfortable with the
officers. (City/Squad Leader2)

The interesting aspect of these TIPO quotes is that they express as an alignment
with aspirations the travellers had for TIPO: greater opportunity for social and conversational
communication with the TIPO. The quotes show how the TIPO wanted, expected, and
needed to learn general English conversation so that they could engage with the travellers.
Although most TIPOs have basic knowledge of the required immigration terms and
expressions essential for their job, TIPO indicated that “general conversation” was needed in

order for them to talk to the traveller.

When can TIPO have a conversation concerning the traveller's everyday life, such as
saying ‘How are you?’ to greet the traveller (City/Squad Leader2), it may help the travellers
feel at ease in talking to the TIPO. That is, the traveller requires relational communication

from the TIPO. One TIPO identifies some of the challenges in talking socially with travellers:
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When we service the travellers, we do not have general
conversation with them because we have the [set] time frame for
the service. If there are many travellers and we keep talking, other
travellers have to wait for a long time, so the talk will only focus on
the immigration procedures. | think the training just focuses on the

immigration job. We know the immigration terms already, but we
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want to practice using them to make conversation in various
immigration situations. Sometimes, we want to practice listening to
different accents from foreigners because some accents are
difficult. (Borderl/Squad Leader4).

Here the TIPO says that due to the limited time frame for service provision, there is
no time for the TIPO to use general conversation. However, the squad leader also notes the
need to practice using immigration terms “to make conversations in various immigration
situations” and to deal with different “difficult” accents. Similarly, another TIPO suggested
that training in English for specific purposes (i.e., English for Immigration Police) should
include conversing in English to address specific immigration tasks:
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For English language training, | expected the course to
emphasise immigration services so that the TIPO can
encounter the travellers at the counter service (asking-
answering questions). If the travellers want to extend their visa,
notify the 90 days, report the address, or change the visa to the
new passport (City/Inspectorl)

The guote above demonstrates the needs of the TIPO to develop their English
language ability for service provision. The TIPOs indicated that the TIPO requires English for
specific purposes concerning how to apply immigration terms and expressions for a specific
job to make a conversation that can be used in their routine responsibilities. The TIPO stated
that specific English conversation types concerning each type of service in the immigration
office are significant for the TIPO. That is, TIPOs needed to be competent in English for
specific purposes (i.e. English for immigration police) in order that TIPO could use the

language to perform the tasks well at the borders.

In addition, some TIPOs indicated that they expected to have continuing courses in
the English language. The courses should start from general English conversation moving to
English for specific purposes, focusing on the conversation in immigration service situations

and the correct pronunciation methods. Quotes illustrate this.

90



&

palunsdeasacas Aevinysilys g8 ax 15 USes BUSNANIY BUTNS
e agnludanauasiiey 11T level 1 level 2 alsagvidasny Apid

“Tagnghils uniwafulneslagvies fognay M omas

pelangnidns ﬁ@@mm‘”@ﬁﬁd”mﬂmﬁfﬁmmmmmnqy u,mnumm\?

upfAanesmTiesdeans fesnazlanaiuguinnaril mdeuiiatesn

@glfui_/‘j‘iil’mflﬁ learning/ developing/ environment siaaAasAL UAALDN

W mu 19sesluassigezivans AalSes i huaaunaros

21nn21Az aaugRnmmeaiaziulash arfesneyImey wamusAEass
AaziTuunnsansiaaz siluaoiio yrifuMagsn Thursday English

! 4 v v 1 v o v < o o
Aﬁ/@?7/77/1’704@’77/7mﬁfmﬁﬂﬁuwmmmmﬂqy UaanrNes 1 1N I

WZ]W?WJL!W?E/CJFJ T?@E/’I\?Ll@u ﬂ’?é5’734@9’75457/V1z!§’71&j7’71°/’7£7\7f7271"/ﬁ7£7£5£/14

ﬂ@mé@?ﬂﬁ@ﬂ L?E/?«Jﬂ@%ét@’]f?ﬂ@l/ NiJﬂ@i’LﬂWﬁ’J'?NN?«J?ﬁ?ﬂv

The immigration office has provided English language training courses
for the officers, but the courses do not continue. Thus, we want to
continue from levels 1, 2.....like that. We want to learn and apply what
we have learnt with the real situations. | am not good at English, but
my subordinates are good. However, we will try to communicate. We
want to learn more and more like we are in English speaking
atmosphere (learning, developing and environment). The office quite
rarely provides a training course for the officers, but most of the
courses come from the centre. We try to organise the course but not
continue. The police superintendent here has set up the "Thursday
English" project for the officers to practice speaking English with
volunteer foreigners after working hours. If we have basic knowledge,
that is, learning first and then practising, this will make the officers feel

more confident when speaking English. (Border/Inspector2)

Clearly, courses for staff development were organised and provided by the centre but

did not continue. Thus, the office provided projects (such as Thursday English) that could

help develop the officers' language competency. This TIPO notes the desire to learn from

"real situations" and shows a willingness to develop English speaking and listening skills and

communication competence in this statement. The next quote extends these aspirations to

include English for everyday life:
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There should be general English conversation for everyday life first
because when we talk to the travellers, we have to greet them first and
then maybe talk about traveller attractions and the directions they
have specific words and expressions for those. Then, English for
immigration police is required because sometimes, we need to explain
the travellers' immigration rules and regulations. Also, the accent is
essential. | think that | do not have a good English accent, but | ask the
travellers that “Do they understand my English?" They say "Yes". |
think it does not sound international because we pronounce the
English word with different accents, which may change the meaning of
that word. (Border/Squad Leaderb)

The quotes above highlight the need for English language training courses that
continue. Most of the TIPO participants preferred to take two types of courses: general
English conversation and English for immigration police. Moreover, these speakers ask for

general English conversation for everyday life so that they can build up the relationship with

92



the travellers in talking about tourist attractions, for example. Both general and specific
English regarding the correct way of pronouncing the words were required by the TIPOs. In
addition, the TIPO indicated that to be better at speaking or listening to the English
language, some basic knowledge of English conversation in everyday life needed to be
taught first. Then, specific vocabulary that most of the TIPO know would be integrated and
practiced at the next level of study. It must be noted that English for immigration police is
required for all because these specific skills and topics help the TIPO describe the
immigration laws, the organisational, and immigration processes to clarify these to the
travellers.

Suggestions for TIPOs to Develop their Communicative Competence

In order to communicate competently, the travellers suggested specific training
courses in English conversation focusing on listening and speaking skills, English for specific
purposes, emphasising immigration jobs, correct pronunciation, other languages, such as
Chinese, Japanese, and others, and encouraging TIPO to speak confidently. This section
presents the findings from the individual interviews, which reported the practical solutions for
the TIPOs to develop their English communicative competence. Evidence from the

interviews is illustrated below.

They need both. They need to listen and be able to speak because it
is difficult when they can listen, but they cannot speak, so they need a
translator. (City/T3)

| don't know, | guess speaking is the most important part. | mean they
really have to know.....how to say, so | think speaking is the most
important part because when you listen, there are different kinds of
pronunciations and accents, so it is very hard to study....to say to be
ready for the accents. Again the speaking is the essential part. If |

have to recommend one, | guess it should the speaking (Border/T28)

The travellers proposed some practical solutions for the TIPO as listening and
speaking skills are essential skills for competent interactions. The first quote shows that
TIPO has insufficient English speaking and listening skills. Thus, an interpreter is needed
during the interactions. As a result, the traveller suggests that the TIPO should be trained in
both speaking and listening skills. Similarly, the second quote demonstrates the specific part
of the listening skill required for the TIPO, that is, the understanding the different accents of
the travellers from different language backgrounds. Thus, practicing listening to different

accents from all over the world could help the TIPO to fill the gap for the TIPO to become
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competent in using the language. One traveller also supports that, saying "l just say listening
and make sure that they understand the sounds of different accents and things like that. It
can be difficult, so just to listen properly and to understand very clear with the language”
(Border/T21). Practising listening to different English accents will help the TIPO better

understand the travellers during interactions.

The travellers added that pronunciation and accent of English words were also
essential for the TIPO to learn. For example, one traveller responded, “I think they could
understand everything from us, but perhaps for me, it is difficult to understand [them] in
some cases. Maybe the pronunciation or accent. They speak English with the Thai accent"
(Border/T8; also, T9, T14, T29, T32, T36). That is, the pronunciation and accent of the
TIPOs were sometimes difficult for the travellers to understand. Thus, pronunciation and
accent must be addressed to develop English language competency of the TIPO. Other

travellers similarly raised the points as shown in the following quotes.

Communication and maybe proper pronunciation of words, yes the
intonation and the proper pronunciation is not the accent. The way
they pronounce it clearly. It not just hearing like in general, and | think
grammar is a part of that that they should learn, but like you know in
country it not like a big deal like we are taught that even American they
don'’t really speak with the grammar, so it's not important ... to speak
in one full sentence with the grammatical correct[ness] as long as we
understand it (City/T27)

This traveller mentioned that pronunciation was considered the core component of
English language learning in interaction. TIPO must be trained to say the English word
correctly and internationally so that all travellers could understand the words clearly without
worrying about the grammatical structure. Moreover, some travellers also suggested that in
speaking skills, the TIPO should learn how to explain to the traveller by using complete
English sentences to clarify things to the travellers. One traveller suggested that “Maybe, just
to be clear. You know like explain more about what they need or what we need to do so that
we can understand” (Border/T5). In order to clarify the traveller's understanding, a clear

explanation is needed. The following quotes comment on this.

Explaining in depth the documents you needed, you know again what
form, why, what pages need to be photocopied, what documents need
to be brought in and you know because everybody has an excellent
baseline English, but | think you should get a little advance [notice],

more specific into the job (City/T14)
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Like any problems which the traveller personally encounters .... Like
you lost your paper slips or something or providing some help or
explaining how to fill up the forms, whatever can come up during the
process, which is problematic, it should be able to explain about the
problem (Border/T26)

It could be better if they could improve ...English to explain all to the
people in the immigration you know it would be better. Sometimes you
know they have to communicate with my wife. The lady speak “Okay
you know English.: It would be good you know if the other officers can
improve their English because it is easy to explain especially with the
older [person] like me. It is not easy to learn Thai language you know.
You know my wife come with me, no problem (City/T7)

The quotes above highlight one of the proposed practical solutions for the TIPO to
improve their communicative competence, that is, being trained to clarify or explain the TIPO
situations. The first quote shows that the traveller requires the TIPO to explain the visa
extension and application procedures step by step so that the traveller can understand and
get ready for the procedures. Similarly, the second quote emphasises that explanation is
needed so the traveller will know the current situations and not feel uncertain or confused. In
addition, some travellers may not be good at English. Thus, explaining will help them feel
secure in what they are doing. Likewise, the third quote shows that the traveller needed the
TIPO to clearly explain information so that the traveller did not need help from other people
to interpret the TIPO's requests. Thus, English communicative competence is significant for

the TIPO to clarify the understanding of the travellers.

The traveller indicated that the TIPO has basic knowledge of immigration
vocabulary; however, they do not know how to apply this knowledge to make conversation.
Thus, English for a specific purpose is a skill required for the TIPO. However, knowing
general English conversation is insufficient for the TIPO to interact with the travellers. The
TIPO needs to learn to make a conversation focusing on immigration duties. Moreover, apart
from the recommendation for the TIPOs to improve their English language competency, the

TIPO also express their needs to develop their English skills.

Summary

In summary, the data from the interviews reported the expectations of both travellers
and TIPO towards each other’s politeness and communication competence. Most travellers

expected TIPO to use verbal communication, have social interactions, and understand the
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travellers' expectations of politeness in communication behaviours. However, the findings
showed that the TIPOs often preferred "silence" or having "no-communication” while issuing
visas for travellers. Furthermore, the TIPOs apparent unwillingness to talk, limited social
communication, and use of single-word commands were perceived by most travellers as
inappropriate in the interactions. From the travellers' views, non-verbal communication and
no social interaction were considered impolite behaviours. Even so, some travellers believed
that TIPO's communication behaviours, such as non-confrontation, were considered polite

manners.

Concerning the views of the TIPO, they expected all travellers to display polite
manners and emotions during interactions and show their respect for other travellers and the
TIPOs in the immigration offices. The findings indicated that some travellers did not display
polite manners and expressed some destructive emotions to the TIPO at the counter
service. Furthermore, by causing trouble, some travellers did not respect other travellers and
the TIPOs. The TIPO considered such behaviours impolite.

In addition, the findings showed travellers' expectations about the TIPO's English
communicative competence. Regarding communicative competence, the travellers expected
the TIPO to communicate in English competently during service provision. The travellers
reported that the TIPOs knew basic immigration terms, but they could not make conversation
due to time constraints, the lack of English grammar, and speaking skills. Travellers
expected socialising language during service provision in order to make interactions
amiable. The TIPOs’ lack of English social-language skills resulted in them often using
imperative comments which might be interpreted as impoliteness from the travellers' point of
view. Furthermore, listening and speaking skills were considered problematic for the TIPO in

building socialising language.

Regarding using English as a medium in providing services to international travellers,
it was found that several English language courses were provided to the TIPOs. However,
these were not continuing and might not meet the needs and expectations of the travellers or
the TIPOs. Thus, they suggested English language topics that might be added to the training
curriculum for the TIPO to become more competent in speaking in English. Firstly, three
main topics included general English conversation, which might help the TIPO make amiable
conversation, with an emphasis on mainly listening and speaking skills and English
pronunciation. Secondly, English for specific purposes concerned English language usage in
their daily work and formed the conversation with the immigration terms to explain the

information to the travellers using the correct pronunciation and accent.
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Organisational Processes: Communicating Service

This section describes the expectations in the organisational processes from both
travellers and TIPO’s points of view. The two sub-themes are presented: travellers'
expectation of their roles and how TIPOs engage with the organisational process; and (2)
TIPOs' expectation of their own roles and how travellers engage with the organisational

process. These are discussed below.
Travellers' Expectations

The analysis suggested that travellers expected themselves and other travellers to
understand their own roles and should express and accept of their own faults occurring
during the interactions, follow the immigration rules, and takeresponsibility by preparing
themselves and being ready before visiting the immigration office. Evidence of these three

features of expectations is illustrated in the following quotes.

If you [traveller] do not have everything ready and proper setup, they
[TIPO] are not going to work with you [traveller]. They [TIPO] will tell
you [traveller] to come back tomorrow with the paperwork. It is the
policy. Yes, | [traveller] was personally dissatisfied, but it was my
fault. They [TIPO] are working by the book. They [TIPO] will not like
for any flavour, just by the book. If you [traveller] don’t have
everything, they [TIPO] will not help you [traveller] out. You [traveller]

have to have everything prepared. It is understandable. (Border/T2)

This first quote illustrates the traveller's understanding of the fault caused by their
inattentiveness. However, they also note the firmness of the TIPO in working "by the book"
not assisting the traveller in any way. Although this traveller accepts the situation as
"understandable," it raises questions about how TIPOs and the Thai Immigration Bureau

interpret how the "service mind" is enacted. Another traveller offered an illustration of that.

Yes, they [TIPO] have to follow the queue number because you
[traveller] can see | [traveller] have number three and | [traveller] am
waiting for a long time and nothing happens. You see that some
people [have] lost their passports and [are] going in. That is terrible
service because they [TIPO] have to accept if they [TIPO] want to
have the customer, they [TIPO] have to put up the sign to

follow ...the queue number always. Don't go before because now
three ladies went in before and [TIPO] didn't. They [must] have [a]
number ... higher than this. Why? That's what they [TIPO] have to
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answer. Because if you work in a service, you need to be fair for all
the customers because we are customers. They [TIPO] have to
serve us in a good way. If they [TIPO] don't follow their own rules,
how can they [TIPQ] service the customers? Not at all. Maybe they
[TIPO] should have a meeting and be very concerned about the

gueue number. Then the foreigners will be happy. (City/T13)

Similarly, this traveller highlights the problems associated with following the rules.
The lack of transparency about how the number system worked resulted in this traveller
feeling aggrieved at having to wait while others seemed to go ahead of them. The traveller
perceived service as not being fair and clear about the process. Another traveller, clearly

experienced with the system, emphasised the importance of being prepared:

For me, | should check and check again. Today, the problem was
showing the right amount of money. | knew | was right because it is
800,000 baht (NZ$ 35,000). | have a house but just check and
prepare. Be prepared and be early and check again. Today, we
made a mistake in Mae Chan Bank, KTB bank, but last year new visa
today. Just be prepared of course. Check, be prepared and maybe a
little bit early with the requirements. (Border/T6)

This traveller stressed that being prepared and arriving early was necessary before
visiting the immigration office. If the travellers are well prepared, all tasks will be completed
smoothly and satisfy their expectations and needs. In other words, if travellers followed the
process exactly, they would achieve the outcome they desired. In this respect, “service” is
achieved through following the rules. Other instances of travellers’ experiences with
organisational processes were also offered.

The following quotes show travellers’ experiences of the uncertainty of the

organisational process in issuing visas.

...l was a little confused actually. On the paper on the plane, it said
you can do 90 days visa, and when | came here the officer just gave
me 30 days, a little confused, so | heard that another process you
can get another 30 days. It is a little confusing at first but getting to

figure out now. But | am a little confused at first (City/T10)

...I think that [it ] would be helpful if it is easier to obtain the
information or what we require. | know in the past | had the issue

with that and plenty of other foreigners who | have met in
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Thailand. ..., especially someone with a different kind of visa
because the information that we find online is out of date and
different officers tell [us] different things. We were talking earlier
about just how they count the 90 days. They count it different that

we count in another location. It made very difficult. (Border/ T6)

... maybe sometimes people have complicated [the process] you are
not sure. Well, maybe when we got here not here when | arrived |
was like [I] need to keep the departure card but no one explained to
me, so this would be useful that the immigration officers tell you to
keep the departure card with you because | don’t think it was
important to keep it and that would be good if they learn to tell you to

keep departure card, then just to extend (Border/T 13)

In these quotes, different sorts of uncertainty in the organisation process could be
identified. The first quote reveals that the traveller was confused about the permission date
to stay in Thailand. This may cause some trouble to the traveller, such as an extra fee for a
fine that the traveller may need to pay due to overstaying. The second quote displays the
cause of confusion related to not enough information available that can help the traveller
prepare for the requirements. The third quote shows the uncertainty of the traveller. The
uncertainty is that there is no sign to guide the travellers in which documents, such as arrival
card, is required to be kept and shown to the TIPOs at the counter service. Thus, lacking
such a source of information, the uncertainty of the organisational processes can occur that

would affect the visa granted to the traveller to enter the Kingdom.

The following quote shows the hierarchical system in the Thai immigration

organisation seen from a traveller's point of view.

| should spend more time learning the language and | speak very little
basic Thai. | don't know if you very briefly take a little while to kind of
learn the cultural differences and | don't know... into getting [a] little
into respect. Respect is important here [in Thailand, more] than it is
in the West. Not [to] say people try to be respectful [in] the American
[way] but [it is] more intense here, more hierarchical, .... one big thing
[is] because these people [TIPO] they work for the government. They
work as police officer and there is hierarchy here, and that is the
important job that you are expected to respect their position which
gets back into being patient and they not going to throw out of their

ways. You [traveller] won't be confrontational because they are in a
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high position. So, it you not going to get far as the best that | can feel
as a Westerner here, an outsider. You not going to get very far being
confrontational, and that's good for the government doing the visa. In
the airport, you get to messed up with your flight and you have to
deal with it. You have to be respectful, patient, and not assertive
because being aggressive at all means that | cannot help you.
(Border/T2)

In this comment, the traveller offers different perspectives on the hierarchical system
in Thai organisations that the tourist has raised. Understanding the culture and learning
some language of the destination country might help the traveller approach the cultural
differences (e.g., Byram, 2020). However, the intensity of respect for Thai organisational
culture was compared as being greater than of Western cultures. Secondly, the traveller also
stated that "hierarchy" and "paying respect” were necessary for the travellers to interact with
Thai immigration officials who commanded high levels of respect as government employees.
The decision-making of all the immigration issues, such as visa extension and 90-day
notification, is vertical; thus, the procedures would take time until the top management level
would grant the visa extension of the traveller. Thirdly, the traveller further indicated that
"confrontation," considered a general communication style of Westerners, could not be
expressed in this context, as "TIPOs are in high position" with the power and authority to
grant the visa for the tourist. Consequently, travellers needed to be "respectful, patient, and

not assertive" when visiting the Thai immigration office.
TIPOs’ Expectations

The analysis suggested that four sub-themes could be identified: understanding the
roles in providing services; providing services with a service mind; engaging with the
immigration organisation of travellers; and being well prepared for travellers. According to
the policy of the Thai Immigration Bureau, all TIPOs are supposed to interact with travellers
with polite speech and manners on the one hand and a "service mind" on the other hand.
One TIPO comments on the expectations of travellers for “best services”:
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In each service provision, carefulness, speech, and manner are our

concerns. Most tourists visiting the immigration office expect to
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receive the best services. Our role is to serve the tourists' needs.
That is to grant the new visa to the tourists. When we check the
required documents and find the wrong document, we tell them to go
and change it. Speech and manner are important to tourists'
satisfaction. If we say something terrible to the tourists, they will

oppose what we ask them to do. (Border/Sub-Inspectorl)

This TIPO shows his/her understanding of the roles in providing service to travellers,
where polite speech and manners show care in proceeding with visa applications. The TIPO
notes that "speech and manner" are particularly important with asking a traveller to provide
the correct documents. Another TIPO commented that "We provide service with a friendly
speech, a smiling face, and greeting travellers in order that they will [be] satisf[ied] and feel
impressed with our services." (City/Sub-Inspectorl) This means that has TIPO has to show

politeness to build a friendly atmosphere during the interaction.

Similarly, another TIPO further stated that "first, we have to build up a good
interpersonal relationship with travellers. Greet them and smile at them. Importantly, we
must be ready to serve them, explain all the required information to them" (Border/Squad
Leader4). These TIPO were concerned with the relationship building between the TIPO and
the travellers. In doing so, the TIPO shows their readiness and intention to serve the needs

of travellers.

The TIPO also indicated that the 'service mind' was another important aspect of the
TIPO that needed to be concerned about when providing services to travellers. One TIPO
reported that "We have to show a good attitude towards our job. We have to show the
intention to service the travellers. These [are] called ‘service mind': [they] love to serve other
people.” (Border 1, Sub-Inspector 2). The TIPOs commented on the relationship between
their communication approaches (e.g., speech, smiles) and a service mind that may
influence the travellers' impression and satisfaction. For example, the following comments

illustrate TIPOs' understandings of carrying out a service mind:
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Whether Thai or international travellers, we must show our smiling

faces and be ready to provide the service. We must have a service
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mind and then speech. Speech is also important. It has to [be]

expressed together with a smiling face (Border 1/Squad Leader5)
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We have to pay attention to the tourists when they enter the office.
When they ask for any information, we can answer them. We have
to take very good care of them. Sometimes, they miss some
documents; we must explain why they cannot extend the visa today.
Some tourists may not understand, so we have to clarify the case.
They come to Thailand for travel, like old tourists, sometimes we
may help them make a photocopy of the paper. This is the service
mind. (City/Squad Leader2)
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First, all Thai immigration police officers indicate that they need to
have a "service mind" when giving services to tourists. We must be
willing to provide services to the tourists. The tourists come to us
because they need to stay longer than the time that they are
allowed, and our primary duty is to provide the services to serve the

needs of the tourists. There we must be willing to provide the
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services, information, or suggestions. However, before we provide
some suggestions to tourists, we will have to see the tourists'
passports first to determine their right to extend their visa for what
reasons. Therefore, the service mind is the most important.

(City/Inspector 2)

These quotes show that TIPOs with a service mind are expected to show a smiling
face, readiness for service provision, and polite behaviour to "take very good care" of
travellers. A service mind focuses on "the needs of the tourists" and includes giving helpful
information, offering suggestions, and caring for and helping travellers at the immigration
office. The comment "old tourists, sometimes we may help them to get make a photocopy of
the paper" suggests that TIPOs will assist travellers they see need more help than others.
The last quote shows that the willingness to provide services seems to coincide with the
service mind. Thus, to achieve the communication goals of the organisational process, the
service mind must be regarded as one of the roles in providing service of the TIPO. That is,
TIPOs are ready and willing to give services, information, and what the travellers want.

The TIPOs also had suggestions for the travellers when engaging with the
immigration organisation, namely, that they need to be prepared. One TIPO responded:

"From my view, it is important for all travellers to search for information about the

requirement of personal documents. We have an online website" (a1na1uaa dnvieauiiganas
Anwmayaifarienarsarsaausianisuiuinesly Soamnsaduaula uaylsaessn) (Border/Sub-

Inspectorl). The preparation in this context means studying information about the
destination country before visiting and managing all requirement documents, as shown in the

following quotes:

NNSLAEENANATSULENITUEAT e SilnEewasenansnsy anla
dl = o/ dl dl ! = o/ o/ = ! & =
NINUEDINITLAF NG EIVBIIE U AN NINHNITIALED (N FBImEes

v o 1 1 1 (% 1 s
1OYAUTTAAIEVNATY BEWNEIRsInIsiganaumefifenalasn

aguaailaruaiinialese naeedidenf lmssinianndedeiuuas

' o ga’ A = % v v = % o
N3 ﬂuuﬂﬂL‘i’f‘]\?"ﬂﬂﬁﬂq‘ﬂ,m‘iﬂﬂ@]f}ﬂ‘iu ABILATEHNATATU

For the preparation, the most important thing is to have documents.
The travellers must know whether or not a visa is required to visit
Thailand. They have to prepare the information about the destination

country. For example, Myanmar requires a visa for Thai passport
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holders but not for Laos. So, they have to prepare. Preparation is

important. (Border/Inspectorl)
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First of all, the documents are essential for the visa application. We
will mainly focus on the paper. Sometimes, we will communicate with
the tourists if we have time, but sometimes there is no
communication. If many tourists are waiting in line, we will have to
hasten the process, so they do not have to wait so long. Thus, the
tourists have to read the rules and regulations of Thai immigration
before visiting so they do not have to waste their time going back and
preparing the documents. We also have an online website, and at the
entrance door, we have posters. They can read through them. | think
that they search for information about tourist attraction places very
well, but they also need to search the information about the

immigration rules and regulations. (Border/Squad Leader 4)
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Tourists should collect information about Thai immigration rules and

regulations before visiting Thailand. The biggest problem we found is
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overstaying in Thailand. When the tourists arrive at the international airport,
the immigration officer will give them 30 days. The tourists do not understand
the permission date, so they overstay. They do not research and learn the
information before, so they do not ask the officers when they do not
understand. There are many tourists at [location] International Airport, so the
officers do not have time to explain to every traveller. When the travellers
leave the country, we will have to check the computer's stamp seal and
system. It found that travellers who overstayed needed to pay a fine of

NZ$ 25. It is the traveller's responsibility to learn the information beforehand.
(Border/Squad Leader7)

These comments stress that preparation is the traveller's responsibility and highlight
the impact on the TIPO role and the travellers when travellers are not properly prepared. The
traveller discovers on leaving Thailand that they overstayed, and the TIPO has an extended
and potentially negative interaction at a busy border.

ATU LABNHAINNNIBNUEATY AD o LIIMDIAILNIDNFTTYNDETIITHN

=

TuanaruE iy Mesuneasy uniinnuasuty naullongenansuny

A& o n/d'

unfinangiueeezane q 29a uiifseiafiendaibiesiia iy

W1AUaIR UNTIganisun unsiinfinaestuansssailenisnazienti
W3pH fa9reUnasuiA1snew axlanie o TG N TE e e IO CHTE s Ry CY N O
anmiinass flagezfindymn Sefudumunfiaasyieziumiaedszme
Tna Aazpasfineigsufovrenguuiaeesineisn JeeUfifness
AnnaaaansNuLIN

Travellers need to be well prepared. (1) They must prepare all the
documents for the application procedures. If they miss some documents,
they will need to go back and get a photocopy of those documents.
Sometimes, the officer had attached the lists of required documents in the
passport for the appointment date, and they lost it. Sometimes, when the
travellers came to the office for the visa application, they had to pay the fee
and did not have it. They had to go and get the money from the bank,
which might cause problems for other tourists. It is the tourist's
responsibility to research information about rules and regulations and know

the procedures when interacting with the officers (City/Inspectorl)
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As shown above, the TIPOs agreed that the travellers need to be well prepared by
searching for information about the destination country, the required documents, immigration
rules and regulations, and visa application and extension procedures. The travellers need to
understand the types of visas granted and what documents need to be displayed. Similarly,
due to the long queue and to hasten the procedures, the TIPOs recommend that travellers
visit the Thai immigration police website to know what to prepare and bring to the

immigration office.

Summary

In summary, the analysis has identified the TIPO's expectations and travellers’
expectations of their roles and how they engage with the organisational processes. Two key
ideas within the findings are TIPO expectations of themselves/ their roles (e.g., politeness,

service mind) and their expectations of travellers (e.g., preparedness).

Concerning the roles of the TIPO, most of the TIPO reported providing service with a
"service mind" to serve the travellers' desire and impress the travellers' satisfaction. In doing
so, polite speech and manner were some factors affecting the service provider of the TIPO.
In addition, providing helpful information and explaining the visa issuing were also part of the
roles of the TIPO. However, the travellers reported different sources of uncertainty caused
by the organisation processes, such as lack of essential information. The travellers also
identified that the "hierarchy" influenced how TIPO worked in the organisation and that
travellers need to be careful and understand such a working cultural system in Thai culture.
To achieve the goals of organisational communication, understanding each other's roles in
engaging with the organisational processes helps both TIPO and the travellers accomplish
the task and meet the needs of each other in the organisational processes.

Discussion

This section discusses the key research findings from the research question, What
were the experiences of Thai immigration police officers and English-speaking travellers of
the organisational processes and interactions at the borders? Two main aspects of the
discussion in this chapter are communication competence and politeness, and
organisational processes and communicating services in the interaction. These are
presented in Figure 4.2. The interaction occurs within the context of Thai and Buddhist
Values and Immigration Police organisational values, as well as travellers’ own cultural

values and expectations.
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Figure 4.2. Research Framework

Communication Goals: Perceptions of Communication Politeness

The instrumental goals of communication are task-oriented and reflect the basic
purpose of communication, such as providing and seeking information, persuading,
instructing, and the like (Clark & Delia, 1979). In this border interaction context, the TIPOs
often used "directive communication" when interacting with the travellers. This police-type
interaction aimed to provide and seek information for the travellers. Such a communication
style is part of carrying out their job as upholding the rules that govern entry to Thailand.
Thus, TIPOs might use directive communication to instruct the travellers, to achieve
instrumental or task goals of communication. In addition, the travellers found that using
imperative sentences was impolite (mostly in Western culture). In addition, the travellers,
thus, feel that they were being commanded or forced to comply when the TIPO used the
imperative sentence, which may have led to their losing face while the TIPO maintained their
negative face. This led to travellers experiencing the border interaction negatively and not
meeting their expectations of service. The thesis supports existing studies of directive
communication, such as the Smyth and Bantawtook (2016) study of English intercultural
contexts between TIPOs and visitors. Their investigation found that TIPO struggled with the
use of English in interaction with the travellers and the TIPO preferred using a “short
sentence” because of the limitation of their English language. In the same vein, Rattanapian
(2016) investigated the politeness strategies of Thai tourist police during interactions with
international travellers. Rattanapian (2016) found that Thai tourist police preferred employing

the speech acts of directives and assertiveness (Searle, 1985) in the encounters. However,
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the findings of my study suggest that using short or imperative sentences also represents a

police-type interaction focused on instrumental communication goals.

Such interaction of the TIPOs was short but understandable for the travellers. As
such using “short sentences” alone was unlikely to be the main issue for the TIPOs when
interacting with the travellers, with TIPOs’ tone of voice and some non-verbal expressions
affecting travellers’ perceptions of the overall communication. Additionally, the TIPO's power
and authority infused all interactions with travellers. According to the police's roles, the way
the TIPO serves must be truthful, fair, and direct (Smyth & Bantawtook, 2016). Therefore,
the politeness strategies of bald-on-record (Brown & Levinson, 1987) were often evident in
TIPO and traveller comments. The study showed the TIPOs often had the basic knowledge
of immigration-related vocabularies to perform the immigration tasks with the travellers. They
may have preferred using the “imperative sentences” as a police-type interaction to show
that the TIPO had authority.

Relational goals of communication can be used to explain the management of power
differences between the speakers (Clark & Delia, 1979). In order to achieve the relational
goal of communication, travellers expected TIPOs to express relational communication
during communication. However, the analysis showed that TIPOs often used non-
communication and directive or imperative communication when providing services to the
travellers, which seemed more compatible with achieving the instrumental goals of
communication of getting the job done (see above). “Non-communication,” aligns with
Intachakra (2012, p. 148) where Thai people use non-communication to prevent the speaker
from threatening the hearer's face. Similarly, Brown and Levinson (1987) used the term
"avoiding FTA (Face Threatening Act)" as one of the five politeness strategies. Studies on
silent language demonstrate that during non-verbal communication, there will perhaps be
some hidden intention of the speakers to the hearers/listeners because, at that time,
gestures or body language might be used to show the intention, idea, or feeling of the
speakers (Intachakra, 2012).

As noted above, TIPOs communication was closely connected to carrying out the
regulations and procedures possibly with the aim to increase the traveller's certainty. In this
context, non-communication was likely to be the best way for TIPOs to avoid challenging or
ambiguous situations that they were unable or unwilling to negotiate. Thai people have been
considered a high uncertainty avoidant community (Hofstede (2001) and therefore may feel
threatened by an ambiguous situation and avoid challenging such experiences (Corbitt &
Thanasankit, 2002; Pimpa, 2012; Polyorat & Sophonsiri, 2010; Sriussadaporn-Charoenngam

& Jablin, 1999). Previous studies on politeness among Asian people (Edmonds, 2013;
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Holmes, 2008; Peng, 2010; Zhu, 2016) support the communicative practice that Asian
people prefer using silence or having quiet interactions, such as in the classroom discussion.
Thus, silence or nhon-communication might be perceived as one of the communicative
practices of the TIPO. In intercultural interactions at the border. However, some travellers
perceived TIPO non-communication as impolite in terms of their expectation for relation
communication. Thus, the relational goal of communication was not achieved for these

travellers.
Communication Goals: Perceptions of Communication Competence

The findings showed that the travellers’ expectations of the English language
competency of the TIPOs concerned one aspect, that is, language competency particularly
in relation to enacting a “service mind”. The finding concerning language competency,
showed that travellers seemed to view the TIPOs as already having a fundamental
knowledge of immigration terminology. However, from the travellers' perspective, having the
basic knowledge of technical terms was insufficient for the TIPOs to communicate effectively
with the travellers. Instead, the required skill of the TIPOs for the travellers was socialising
language, such as greetings, partings/farewells, and general conversation relating to the
traveling, showing relational communication. Phatic communication refers to the language
used in social interactions, such as small talk and greetings (Félix-Brasdefer, 2015).
Travellers identified the main reason for the lack of socialising language by the TIPO was
their lack of English language knowledge, and listening and speaking skills, (Kool-on, 2015;
Romaya, 2006, 2009a; Smyth & Bantawtook, 2016). It is noteworthy that TIPOs reported the
lack of opportunities and the desire to practice such skills in their initial training. Thus, my
thesis supports current literature (Gadavanij, 2002; Intachakra, 2012; Panpothong &
Phakdeephasook, 2014). However, the current literature does not take into account the
potential influence of the role and function of the Thai Immigration Police on TIPOs English

language use. This is the focus of the next section.

The findings identified the "service mind" as the key issue for the TIPOs when
providing services to international travellers. The "service mind" in this context includes
having polite speech and manners in communication. Specifically, providing adequate and
correct information is also part of the service mind from the TIPOs' perspectives. Such
challenges to service mind of the TIPOs display the relational goal of communication. Even
though the Thai immigration police is the government organisation to assist travellers in
getting and extending their visa to stay longer in Thailand, the travellers pay for those

services. To support TIPOs in working with a "service mind," features of excellence in

nn nn

servicing clients, may include "being courteous,” "providing prompt service," "being
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knowledgeable," "being fair," and "treating the person a special” (O'Sullivan (2010). Similarly,
Leelaharattanarak (2015, p. 148) claimed that in Thai culture, "the customer are a prior

superior to the agent due to the power of money" or in the Thai language called "gnérdansziin”

(Customers are God). Thus, the services are needed to serve the customers’ needs.

A study by Chatthong, Kovitaya, and Kongjaroen (2014), investigated and reviewed
the documents on the action plan of the Royal Thai Police and guidelines for the
development of the organisational culture of the Office of the Civil Service Commission of
Thai Police. The findings revealed that to satisfy the customers' expectations, it is essential
to develop a learning model that enhanced the service mind of Thai police officers.This was
especially relevant to officers who worked for the inquiry section. Three aspects were
suggested to enhance the Thai police's service mind: organisational culture, a learning
model, and a strategy,guideline or policy. The development aimed to create a better image
of the Royal Thai Police with specific attention to organisational culture. The values in the

vision of the Royal Thai Police are "competency",

non

overall fairness", "people-orientation”, and
"service mind": COOPS (Royal Thai Police). Thus, the service mind is the most critical value
for the TIPO when providing service to travellers. However, according to the role of police
officers, "power" and "authority" influence how the officers provide services to travellers.
Thus, such service mind value might not be perceived, or experienced by the travellers

during interaction with the TIPOs.

The findings concerning communication politeness, seemed to relate to language
and role competence. Role competence refers to the understand a given role and behave
appropriately in that role (Trenholm & Jensen, 2013). Thus using “command sentences” or
“nonverbal communication” may show the TIPOs’ identification of with the authority inherent
in their role and be expressions of identity goals of communication. That is, this was “police-
type” communication. However, the travellers considered such communication as impolite
behaviour. Using police-type” communication” showed that TIPOs had more power and
authority than travellers to grant the visa for travellers to enter the kingdom. TIPOs wanted to
be seen as “a police officers working for the state” (see Smyth & Bantawtook, 2016) in the
views of travellers and also wanted travellers to “show politeness” or “kreng jaiwhen
interacting with the TIPOs. For TIPOs, instrumental and identify communication goals took
priority over relational goals. Yet they wanted travellers to interact politely, which ironically
can be part of relational communication. TIPOs, by their role authority and power distance
with travellers controlled the interaction to achieve instrumental goals at the expense of

relational communication goals and possibly enacting a “service mind”.
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Conclusion

This chapter identified the competing communication goals of TIPOs and travellers
during the interactions, issues related to communication politeness and competence; and
organisational processes: communicating services. The findings suggest that communication
goals, communication competence and communication politeness could be integrated into
the organisational values, role expectations policies and practices to better meet the
expectations of “service mind” when providing services. The next chapter continues the
discussion of “service mind” in relation to how TIPOs enact Thai values and Buddhist

Teachings within an organisational context.
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Chapter 5

The Interactions at the Borders: How TIPOs enact Thai Values

and Buddhist Teachings with a Service Culture

This chapter aims to address this two-part research question: (2a) How did the
values and expectations of the Thai Royal Police and Thai Immigration Bureau influence
Thai immigration Police Officers’ role and interactions with travellers? And (2b) How were
Thai values and Buddhist worldviews applied by Thai immigration police officers (TIPOs)
during their interaction with international travellers? The chapter focuses on the influence of
Thai Values and Buddhist Teachings within the Thai Immigration Police’s vision for creating
a service culture. | begin with an overview of the central features of a service culture and
then explore the findings in three sections: Service Culture at the Border; Organisational
Communication Goals; Thai Values in Service Provision; and Buddhist Teachings in Service
Provision. The chapter ends with a discussion and conclusion.

Service Culture at the Border: Organisational Communication Goals

This section explores service culture at the border from organisational (Thai
Immigration Police) and individual perspectives (TIPOs) using the lens of communication
goals. Communication goals can be identified into three types. They are 1) instrumental
goals, involving responding to a specific obstacle or problem that defines the task of
communicative situation (e.g., issuing a visa); 2) relational goals, involving establishing or
maintaining a relationship between interactants (e.g., enacting a service mind); and 3)
identity goals, involving managing the communicative situation and include “presenting a
desired self-image for the speaker and creating or maintaining a particular sense of self for
the other ” (Clark & Delia, 1979, p. 200). With regards to TIPOs, this may mean being seen

as competent by travellers.

The instrumental goal in interactions is “typically addressed directly” (Clark & Delia,
1979, p.193). However, other goals are always presented, including “interactants’ beliefs
concerning their own and their interactional partners’ identities and the nature of their
relationships” (p.193). Also, although, one goal may dominate a given interaction;
“constraints arising from objectives in all three domains are presented to some degree in
every communicative situation” (Clark & Delia, 1979, p.200). Thus, the communication goals
to examine in any interaction include the interactants’ instrumental, relational, and identity
goals: what they want to achieve (e.g., the task); their preferred relationship (e.g., service

encounter, etc., relational); and how they want to be seen by the other (i.e., role identity,
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competent, good friend, etc). Each interactant must, therefore, use their “full resources of
communication” (p.193) including verbal and non-verbal communication, language

competency, and persuasive communication skills, to achieve the desired goals.

Generally, the term “service culture” is defined as an organisation “that places
services as the emphasis of their organisational culture” (Curtis & Upchurch, 2008, p. 132).
The term "service culture” focuses on "serving and satisfying the customer” (Jantawej, 2011,
p. 11). Although it is difficult or impossible to create a “coherent service culture” through
prescription (Skalén & Strandvik, 2005), communication skills are the basis of a service
culture (Abu-Elsamen et al., 2011). Within the Thai Immigration Bureau, the service culture
is described as a "service mind" (Royal Thai Police-Vision, n.d.) when serving the needs of
international travellers. The service mind, in this respect, refers to how the TIPOs should
conduct themselves when giving services to international travellers, including what TIPOs

say, their mannerism and other positive demeanours.

The analysis of the organisation’s official website, training texts, and TIPO interviews
revealed three key features of communication related to organisational values and TIPOs’
perceptions of their role as an intercultural communicator in the medium of English, service
interactions and role functions at the border. The three communication goals are discussed
in relation to service interactions at the border (relational goals); inspection at the border
(instrumental goals); and the influence of Thai values and Buddhist teachings (identity

goals).
Service Interactions at the Border: Relational Goals

The relational goal of communication concerns the degree of social distance between
the interactants and the relational expectations of the interactants. In this context of border
interaction, TIPO relational goal includes having a service mind in providing services to
international travellers. Importantly, this conduct must be in line with the Thai immigration
laws. The immigration office set up English language training sessions to enhance the staff's
ability to interact with travellers to ensure that the expected service mind is carried out

(Royal Thai Police-Vision, n.d.).

The Royal Thai Police and Thai Immigration Bureau official websites clearly state

their mission statement as:
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COPS: Competency, Overall Fairness, People Oriented, and Service Mind

(Royal Thai Police-Vision, n.d.)
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The third and fourth values in the the acronym COPS are “people oriented” and
“service mind”. These may be considered together as contributing to a service culture. This
is because service culture includes people oriented and service mind. For both the Royal
Thai Police and Thai Immigration Bureau, these values concern the relational
communication goal that TIPOs should aim to achieve in their dealing with international
travellers. That is serving the needs of the travellers by assisting them to get the visa to
enter into the country. Although the Royal Thai Police official website states that service
mind is one of the core values that should be held by officers, the Thai Immigration Bureau
does not explicitly use the term service mind. Even so, their set missions still implies that
service mind is the key to providing services to international travellers. For example: one of

their statements is for TIPO to:

gragpnazaanunAnaamiluinlUnungranseseiussdrinnuaranns

Effectively facilitate the convenience for international travellers per the Thai
Immigration Laws.

The term “facilitate the convenience” suggests the service mind and people-oriented
approaches that should be expressed by TIPOs when servicing international travellers. The
interview data reflected TIPOs’ understanding of having this service mind and being people

oriented in their interactions with travellers is shown. For example:
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It is important to have this service mind, which is reflected in our friendly and
hospitability attitudes. The way we speak to travellers is also important. That is, we

have to be polite. (Border 4 Immigration Police Squad Leader)
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We, as the immigration police officers, need to serve the needs of the travellers as
much as we can but everything has to be done within the boundaries set by Thai

immigration laws. (Border 4 Immigration Police Sub-Inspector 1)
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First, the service mind is our priority. That is, our hospitability attitudes to provide
services in response to their travel needs, which is to get an extension for their stay.

(City 1 Immigration Police Inspector)

The guotes above illustrate that the service mind is strongly held by TIPOs, as shown
in statements such as “serve the needs of the travellers” and “hospitability attitudes to
provide services in response to their travel needs”. The TIPOs also mentioned
accompanying behaviours and communication strategies that would reflect their service
mind, such as being friendly, hospitable, and polite. In sum, these responses point to the
TIPOs understanding their role as being hospitable and having this service mind when
attending to the needs of travellers. However, while their primary role is to serve the needs
of travellers, the services must be provided “within the boundaries set out by the Thai
Immigration Laws”. These boundaries may limit the extent to which a service mind can be

enacted.

The second attribute in the acronym, “[overall] fairness” can be considered in
relation to the boundaries of law that the TIPO must follow. Fairness ensures overall equal
treatment within the law (Royal Thai Police-Vision, n.d.) For international travellers, this
means equal treatment, fairness and respect in processing and issuing visas (Royal Thai

Police-Vision, n.d.).

The first attribute in the COPS acronym is “competency.” In the context of providing
services to international travellers, the term competency refers to the ability to use English to
enable effective communication with international travellers, and the willingness to serve and
provide information to travellers. This aspect of the service mind is also emphasised by the
Royal Thai Police. Competency encompasses the skills required to practice of the service
mind. Such skills include servicing international travellers and being able to communicate

competently and effectively in English.

Thus, the training materials offer phrases and expressions that TIPOs can use in
their service interactions at the border. These are classified into two types: general and
specific English communication. General English communication focuses on phatic
communication modes, such as greeting and parting, whereas specific English
communication includes frequently used phrases and conversations that focus on
immigration tasks. Both types of English communication help enhance the achievement of

relational communication goals.

As part of enacting a service mind, particular phatic or relational communication

styles of general English communication is promoted for use by TIPOs. Using such
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communication styles aims to help TIPOs build a temporary or transient relationship with
travellers, thereby making them feel comfortable during their interaction with the officers
(e.g., Have you tried Thai food? Would you like a glass of water?). The example below

shows a degree of service culture between the interlocutors:
Dialogue 1: General English Conversation
Mr. A: Good morning. How are you today?
Mr. B: I'm fine, thank you. And, how are you?
Mr. A: 'm fine, thank you
Dialogue 2: General English Conversation
Perter: Good morning. My name’s Peter Viney.
Secretary: Good morning, Mr. Viney. How can | help you?
Peter: | have an appointment with Pol.Maj.Gen. Sumatee Kaokham.
Secretary: Ah, yes. Mr. Viney. Nine thirty.
Peter: That’s right. Sorry | am late.
Secretary: No problem. Please follow me. It’s this way.
(Bureau of Academic Affairs and Educational Standards, 2008, n.d.).

The aim of learning such dialogue, is to help cultivate the skills necessary in a service
culture. Phrases and expressions such as greeting, self-introduction, parting, and relational
talking, are social or phatic communication (Félix-Brasdefer, 2015). To deliver a professional
service and create a comfortable environment, these social or phatic communications are
generally expected by customers (Smyth & Bantawtook, 2016; Ka-Kan-Dee, 2017) and
travellers from the TIPOs during their interactions. TIPO also talked about their efforts in

social communication.

The training in communication aims to reflect the service culture of the Thai
Immigration Police. The interaction is a transient relationship or “service encounter” (Abu-
ELSamen et al., 2011, p. 350) centred on the legitimacy of the traveller's entry to the
Kingdom. This event requires the TIPO to assess the legitimacy of the traveller’s request to
enter the Kingdom, usually through the associated documentation. Although this is a legal
requirement, the mandate for the TIPO to apply a service mind and people orientation (Royal
Thai Police-Vision, n.d.) in their interaction with travellers, suggests that the organisation
wants the TIPO to manage the interaction in such a way, so it is relational rather than

authoritarian in tone. Because of this, the use of competent phatic, conversational, and polite
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English is emphasised in the TIPO training. It is this kind of language that helps to smooth

the bureaucratic aspect of the interaction where the authority of TIPO remains paramount.

In expressing service culture, a TIPO needs to use social or phatic communication to
show their socialising when providing services to international travellers. For instance, the
first dialogue that appears in every training manual as an introduction tool for communication
focuses on greetings or building rapport with travellers. In providing services, the second
dialogue is then introduced with an aim to offer help to travellers. Specifically, TIPOs use
such a dialogue to advise travellers of the procedures involved and next steps to follow.
These two dialogues given above are fundamentally taught to the TIPOs so that they will be

competent in using socialising language to communicate with travellers.

To sum up the results from this section, the TIPO achieves relational communication
by using social or phatic phrases (i.e., greetings, travelling-related issues, and parting) to
interact with travellers during their service provision. Apart from using phatic communication
to build relationship between TIPOs and travellers, the role of inspection at the border is also
a main duty for the TIPOs to complete. Therefore, the next section will explain and discuss

the role of inspection at a border, which subsequently achieves instrumental goals.
Inspection Role at the Border: Instrumental Goals

Instrumental communication goals can be defined as task oriented which show the
primary purpose of conversation. At the border, TIPOs instrumental goals include providing
and seeking information, and offering comfort or support to international travellers.
Travellers’ instrumental goals include preparing tasks required by TIPOs. TIPOs have a
specific role in inspecting visitors’ arrival to or departure from the country at the borders.
During the inspection, specific questions concerning the immigration rules and regulations
will be asked for security purposes. Therefore, the training manuals compiled also provide
frequently use phrases and expressions for the TIPOs to use during their interaction with
travellers with an aim to examine any suspicious issues. The manuals provide examples of
conversations that TIPOs are likely to have with travellers, and different dialogues serve

different functions. Some examples of useful phrases and expressions are shown as follows:
Excuse me, where is your TM card? (Immigration Card)

| am sorry, you are not permitted to enter the country. Please contact the airline staff.

According to the Law, if you remain in the country for over 12 hours, you must have a
visa.

Hello, can/may | have your passport, please?
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Do you have anything to declare?

Do you have food or beverage in your luggage?

Do you have a visa to enter the country?

Can you remove your hat and sunglasses and look at the camera?

(Immgration Training Manual Book 1-3)

These phrases demonstrate how TIPOs are expected to carry out their regulatory
law-enforcement responsibilities in English communication with travellers. The phrases
provided help the TIPOs speak English in full and formal sentences to express politeness
and as a service culture of the organisation. The TIPOs regularly used such expressions as
part of a service culture to question the travellers before granting them entry to enter the
Kingdom. The goal of communication is primarily instrumental. The goal is achieved by
seeking information from travellers (e.g., asking for passport, visa, declaration). Even though
the TIPO has to follow the regulatory law-enforcement responsibilities to achieve the
instrumental goals of communication, the relational goals of communication need to be
expressed to meet the mission of the IB, that is, service mind in providing services. In these
dialogues, a polite ending (i.e., please) at the end of the question will illustrate politeness

when providing services to travellers.

Other conversations that TIPOs are likely to have with travellers include asking them
about the purpose of their visit, checking certain information about their trip and visa (e.g.,
May | have your passport and immigration form? Where did you depart from before arriving
here? What is your flight number? Are you travelling alone? and Where are you going to
stay?). These examples all show key phrases for achieving the instrumental goals of the
communication. That is, they seek information from travellers to ensure that laws and
regulations are met by them. Importantly, these questions are expressed politely to
demonstrate the service culture of the immigration office. Hence, some degrees of relational
communication goals (i.e., politeness and friendliness) also need to be achieved. Examples
from the data include: “According to our data, you are forbidden from entering the Kingdom.

Please contact my supervisor”.

Such dialogues suggested in the manual aim to help TIPOs understand regulatory
and polite relational language characteristics for communication with travellers. This
instrumental language for communication is also an essential language for the roles of the
control border for TIPOs that can be used to seek travellers' information as a screening

method before granting them entry into the country.
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Thai Values and Buddhist Teachings at the Boarder: Identity Goals

The identity goals of communication refer to what is needed to present themselves in
a conversation with their interactants. While the Thai Immigration Bureau website and other
training manuals may not explicitly advise TIPO to adopt Buddhist teaching and Thai values
in their interactions with international travellers, some of the phrases taught in these manuals
reflect these teaching and values. That means they are naturally embedded in the language.
For instance, polite phrases showing an apology, such as Excuse me, may | see your
passport, please? and Sorry sir, you cannot come in. No entrance. reflect one of the Thai
values known as Khothot. This value illustrates the identity goals of communication, notably
to save face for both interlocutors during the interaction (Mekthawornwathana, 2011; Zhang,
Andreychik, Sapp, & Arendt, 2014). Some travellers may think that what they did was
correct; thus, TIPOs would say "khothot" or "sorry" to the travellers to save their face and

subsequently achieve their own and others’ identity goals.

Similarly, although the Buddhist teaching is not explicitly stated, implicit phrases or
sentences in the immigration documents can infer one of the Buddhist teachings, which Thai
people have been taught to adopt in relation to achieving a specific goal in their life. This
Buddhist doctrine is The Four Paths of Accomplishment. These are Chanda or satisfaction,
Viriya or effort, Citta or thoughtfulness, and Vimamsa or investigation. For example,
satisfaction refers to the satisfaction with the field that you are working on. Effort means the
devotion to working hard to complete the tasks. Thoughtfulness is concerned with wishing to
complete the tasks. Investigation refers to the consideration of solving problems to lead to
success. For example, when TIPOs encounter travellers who think that what they did was
always right, one of the Four Paths of Accomplishments needed to be adopted by the TIPOs
is the investigation. TIPOs will have to solve the problem to achieve identity goals of the
communication (e.g., TIPOs presenting themselves to international travellers carrying out the
role of immigration police officer and providing services at the same time) by saying "l am
sorry,” and then an explanation is needed here. The followings are some quotes from the

immigration documents that implicitly advise the Buddhist teaching.

nn3giigaUszrmuiuguanan sauaueIaNABINIg uazMEn1sasneEzAan

samEaluasla

We (the government) consider people as our priority by responding to their needs

and providing them with efficient and transparent services.
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The government officers show good governance and excellence. They work under
the frame of morality, ethics and consciousness. They possess abilities,

determination and professionalism.

The phrase “We (the government) consider people as our priority by responding to
their needs” emphasises the expression of the service mind. The phrase “efficient and
transparent services” can also refer to another mission of the Royal Thai Police, overall
fairness. The second example uses the term “good governance”, which also refers to overall
fairness. In addition, the phrase “They possess abilities, determination and professionalism”
in providing services reflects the competency component of their mission statement. These
two examples can also be connected back to the Four Paths of Accomplishment when
practicing their work. The first quote corresponds to one of the Four Paths of
Accomplishment, namely Viriya or effort. Thus, TIPOs have to put effort into providing
services to international travellers so that they will be satisfied with the service provided. The
second quote relates to Citta or thoughtfulness. TIPOs have to pay more attention to working

with morality, ethics and consciousness.

Considering the aforementioned lines of argument, it is clear that TIPOs are
expected to enact Buddhist values as upheld by the Thai Royal Police and Thai Immigration
Bureau, while, at the same time, they also have to manage the power distance between
themselves as law enforcers and travellers as visitors to Thailand. Furthermore, while TIPOs
are expected to demonstrate the service mind when interacting with travellers, they also
have the authority to exercise which is inherent in their role as an immigration police officer.
These findings have implications for the TIPOs’ achievement of instrumental, relational and
identity goals in the communication — how they need be seen in their role as a Thai
Immigration Police Officer (i.e., identity) while simultaneously enforcing the laws (i.e., tasks)

and serving travellers (i.e., relational).

Thai Values in Service Provision

This section describes the TIPOs’ application of the Thai values during their provision
of service to international travellers. In particular, it presents how the TIPOs adopted the
Thai values: Mai Pen Rai (do not worry), Kreng Jai (concern for another’s feeling), and
Khothot (I am sorry for what | have done) in their daily interaction and service provision.

Although these three key values are commonly used by Thai people in their daily
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interactions, the context of the legal border interactions and TIPOs’ roles may affect how

these values are being used.
Mai Pen Rai

The TIPOs used Mai Pen Rai in many ways to respond to international travellers at
the borders. Firstly, the TIPOs adopted Mai Pen Rai in response to travellers showing their
gratefulness for the TIPOs’ assistance. Secondly, the TIPOs used Mai Pen Rai in response
to travellers making their apologies for having done something wrong. Thirdly, the TIPOs
used Mai Pen Rai to enact compromise for small mistakes made by travellers. The
expression of Mai Pen Rai was often followed by the TIPOs’ offering of assistance and
support to travellers. These three functions reflect relational goals of the communication.
Specifically, Thai people used Mai Pen Rai as a way to make travellers feel more
comfortable and relaxed in their dealing with officers who hold authority such as the TIPOs.
Each of these responses are discussed below.

Responding to the Traveller’s Thanks: The first feature of using Mai Pen Rai was
responding to the travellers’ thanks. During the interaction, the majority of the TIPOs
indicated that Mai Pen Rai was used to respond to the travellers’ thanks and compliments
when the travellers felt satisfied and impressed with the service provision. The following
guotes illustrate the use of Mai Pen Rai from different border contexts, such as the border

contexts and maintaining interpersonal relationship.
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We also used Mai Pen Rai, but not many [times]. For example, when finishing
processing the visa extension, and returning a passport to the traveller, the travellers
would say “thank you” to the officers. Then, we would respond to the traveller with the

phrase Mai Pen Rai. (Border/ Squad Leader 4)
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There was a child of the traveller, and the child saw that there was a snack on the
table. Thus, | offered the snack for the child... [Both] said “thank you” to me. | would
say Mai Pen Rai. (City/ Squad Leader 1)

The first quote highlights that Mai Pen Rai was used to reply to the traveller’s thanks.

Mai Pen Rai in this situation may be interpreted as “you are welcome”. The traveller said
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“thank you” to the TIPO because the TIPO provided special care to issue a new visa for the
traveller. This use of Mai Pen Rai when replying to thanks shows the service mind in
providing the services of the TIPOs and also promotes relational communication goals, that
is enacting a friendly atmosphere during interactions. This indicates that even in the legal
border context, TIPOs would also show a service mind whereby they are seen to be serving
the traveller in a relational way while maintaining their policing role. The second quote
illustrates this point further in the use of Mai Pen Rai in another border context. It could be
seen that not only the TIPO helped the traveller to proceed the visa application, but also
provided an extra service or a special care for the traveller’s child. In this context, Mai Pen
Rai might be interpreted as “that’s all right”. In these examples, Mai Pen Rai was also used
to show ways that Thai people maintain interpersonal relationships with the travellers. This

way of using Mai Pen Rai promotes relational goals of communication.

Responding to Apology: The second type of Mai Pen Rai was used to respond to
the apology by the travellers. This type of Mai Pen Rai is used in response to a traveller’s
apology from the, which may be defined as “do not worry”. The TIPOs will use the term Mai

Pen Rai, as shown in the following.
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The use of “Mai Pen Rai”, for instance, an older male traveller showed up at the
counter service, and he was not ready for the process because he did not make
photocopies of required documents. He said he came here alone. He could not find
where to make a photocopy. He said, “l am sorry”. So, | said Mai Pen Rai. | would take
care of it. We did not provide good facilities for travellers. This immigration office was
new. We had to understand. We did not provide all facilities for travellers, so | said Mai
Pen Rai. | just used my personal facility to help him. If he left for the queue for making
photocopy, he would need to start the new queue system, which might take longer
time to wait. He was old, tired, and sick. The van was waiting for him. So, | just said
Mai Pen Rai. | would take care of it. (City/ Squad Leader 1)

This quote presents the use of Mai Pen Rai of the TIPO in responding to the
travellers’ apology. In the quote, the pattern of using Mai Pen Rai was preceded by the

expression of apology from the travellers. After the TIPO said, Mai Pen Rai, an offer of help
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was demonstrated. The quote shows that the TIPO used Mai Pen Rai to indicate “it doesn’t
matter” or “do not worry”, which was used to respond to the unintentional mistake from the
travellers. In this case, TIPOs use Mai Pen Rai to present instrumental goals of
communication. That is, TIPOs try to offer comfort or support to international travellers,

especially older travellers.

Special care is considered as the most important value for Thais towards the older
people. This is the way that Thai people demonstrate their respectfulness to Phu Yai or older
people. One of the values Thais are taught is to show their respectfulness and to give
assistance to the older people. Even though it is in a legal border context, the TIPO also
show thes Thai values when giving services. Thus, when the TIPO sees the older travellers
visiting the immigration office alone, the TIPO will offer some help or assistance in some

manner to the travellers.
One traveller supports the quotes saying that:

Last time | was here. | forgot and missed my appointment. It was my mistake. | came
in the next day and said sorry. No problem, no problem. He brought me in and took
care of everything, just like a hand of a woman took care of me. It was my fault. They

said it is not a big deal. Okay, we will fix it and we will get you today. (City/ TR 1).

That is, when the traveller apologised for their mistake, the TIPO responded by
saying Mai Pen Rai and offered further assistance to the traveller to complete the visa

application process. This Mai Pen Rai shows service mind when fulfilling their duties.

Showing Compromise for a Small Mistake: The third type demonstrates the use of
Mai Pen Rai to show “compromising for a small mistake” of the travellers. Most of the issues
found in this category are considered less significant. Evidence from the quotes is shown

below.

Tbudulamazunsfienuenadufionasuailn s ansguansinlnlmdngnmde

lenansfddgHniineaszagresanla sfezuenanluduls q n wiezdudufininngn

| used “Mai Pen Rai”. For example, the traveller asked me, “Can | have just one copy
of document?” If we saw that it was not an important document or evidence, we
would compromise and said, Mai Pen Rai. It should be Mai Pen Rai for this situation

(City/ Inspector 2)

The first quote shows that Mai Pen Rai was used when unimportant evidence was

missing. In this regard, the TIPO used Mai Pen Rai to show their willingness to make a
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compromise for travellers. Mai Pen Rai thus reflects the service mind of the TIPOs when
providing services to travellers. This approach may be interpreted as an attempt to comfort

travellers, so that instrumental goals of communication can be achieved.
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It should be Mai Pen Rai. Sometimes, the traveller asked me, “Do | need to fill in the
form?” or “Do | need to do anything else?” If there was something that was not
important, we would say Mai Pen Rai. Then, we would tell the traveller to give us a
passport. If some travellers forgot to make a photocopy of one page of required
documents, we would compromise and offer to take a photocopy of the document for
the traveller. Some travellers were old, like retirement travellers, so if we could help,

we would say Mai Pen Rai and help them. (City/ Squad Leader 2)

In the examples above, the TIPOs used Mai Pen Rai in different border contexts
(e.g., city and border immigration office). In some situations, Mai Pen Rai may refer to “that’s
all right,” and is used before the TIPOs offered extra help. This was the case in helping
travellers complete minor tasks, and in extra assistance given to older travellers. These
guotes emphasize the service mind of the TIPOs during the provision of their services and
show how they helped to achieve instrumental goals of processing the relevant visas while
also offering comfort to international travellers which helped achieve relational goals.
Comments by travellers supported this analysis. For example, one traveller commented that
TIPO “are very helpful, very kindly, but you need to ensure that you also effectively meet the
requirements set by the immigration office. If something happens, | am sure the TIPOs
would be flexible and helpful” (Border/ TR 6). The traveller seemed to say that they expected

the TIPO to enact a service mind in their dealings with travellers.
Kreng Jai

Even though the expression Kreng Jai is used in Thai daily interaction, it is somewhat
prohibited in the TIPO context. Kreng Jai is showing concern for the other person and
saying, “That’s okay, you don’t have to do that”. It is a conciliation and for the TIPOs, could
be seen to undermine their credibility and authority. TIPOs stated that the expression of
Kreng Jai could not be used in the context of border interaction because the immigration job
is framed under the Thai immigration laws. Thus, the TIPO should not say Kreng Jai to the

travellers when processing the visa application. Evidence from the quotes is shown below.
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We have never used the word Kreng Jai because we give the services under the
Thai immigration laws, so we cannot Kreng Jai the travellers. We have our rules and
regulations. (City/ Squad Leader 4)
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We cannot use the term Kreng Jai because we are not in the business of seeking for

benefit, so we cannot use the word Kreng Jai. (City/ Squad Leader 1)

The guotes above show that the TIPO cannot adopt the expression Kreng Jai for
their daily service provision because the service provision was taken under the legal border
contexts, and all procedures must be taken very carefully and followed systemically. The first
guote demonstrates TIPOs cannot easily show Kreng Jai or “concern for other people's
feelings” with the international travellers; rather the TIPOs identity goals in the interaction
must come first. In the second quote, the TIPO indicates that the Immigration Office as a
government organisation, does not seek benefit (money) from providing services to
international travellers, and therefore is under no obligation to relate to the traveller beyond
service required by the Thai Immigration laws. All work procedures were undertaken
according to the job descriptions of the Thai Immigration Police and Thai immigration Laws.

Thus, it was in a difficult to use this expression in their dealing with travellers.

In conclusion, Mai Pen Rai and Kreng Jai functiondifferently. The key function of Mai
Pen Rai is to show compromise in providing services to international travellers while Kreng
Jai is used to show concern for other people's feelings. The analysis shows that the two
phrases cannot be used in the context of border legal interactions. However, TIPOs enact
these two expressions in a service mind. With Mai Pen Rai TIPOs are seen to enact a
service mind. That helps to achieve relational and instrumental goals. In contrast, the
inability to show concern for the traveller with Kreng Jai, illustrates the limits for their
enacting a service mind. They cannot go so far as to show concern for the traveller at the

expense of their role as Thai Immigration Police.
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Khothot

The use of Khothot, an apology, occurs as a response to various types of interaction
with the travellers. There are four different occasions where Khothot is used: TIPOs’ giving a
wrong explanation; TIPOs asking permission from the traveller; travellers’ misunderstanding
in the communication with TIPOs; and TIPOs reducing tension/conflict. Each type of Khothot

is illustrated below.

TIPO Giving a Wrong Explanation: The first type of using Khothot is when the
TIPO apologises for giving a wrong explanation to travellers. Khothot was used when the
TIPOs realised that they have misinformed international travellers in some manner, which
can potentially cause the travellers to become unprepared. Evidence can be seen in the

following quotes.
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It should be “sorry” in a case if there was any problem arising. If we mistook
something or explained something wrongly, we would use Khothot. Personally, |
hardly used the word Mai Pen Rai. Mostly, | used the word Khothot because the
speech or emotion that was serious would be better. (Border/ Sub-Inspector 1)
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| think that it should be “sorry”. Sometimes, we say “sorry” when we suggested
something wrong to the travellers. Then, we will explain that what we have already
said was wrong. For example, we suggested a wrong document for visa extension.

We will say “l am sorry”, what we said is wrong (City/ Squad Leader 3)
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Mostly, | use the word Khothot. Sometimes, we may suggest or give wrong
information to the travellers. So, | said “Okay, | am sorry”. Sometimes, there are
many travellers waiting for the services and when the travellers arrive, they will come
to ask. I will tell them to sit and wait which make them feel unsatisfied. Where the
queue is reached, | will say “| am sorry” to the travellers and explain them that | am

helping or answering other travellers (City/ Squad Leader 2)

The commonality of these three situations was that the TIPOs provided wrong
information and to display a service mind”, TIPOs would say Khothot to international
travellers. This term refers to “apologising” or “| am sorry” and was uttered when the TIPO
noticed that the information or suggestion provided to international travellers was wrong. The
apology was followed by the correction which was explained in order to achieve instrumental
communication goals (achieving the desired outcome) and also the relational goals
(maintaining the service provision) of the TIPO with the traveller.

The first and second quotes show that Khothot was used as a politeness clue to
introduce that mistake occurred, and the TIPO was trying to solve the problem by explaining
the new information to the traveller. In this case, the traveller might at first feel not good with
the mistake; however, when the TIPO apologised with Khothot and repaired the mistake, the
traveller was made to feel better. Saying Khothot reflects the service mind in TIPOs daily

work.

The third quote highlights the purpose of TIPO using Khothot to express the apology
to the traveller. The TIPO was concerned that the traveller may become dissatisfied with the
poor service, and this suggests that the TIPO wanted to be seen as being service oriented.
This service orientation thus helped to achieve both relational goals and instrumental goals

of communication.

Asking for Permission: The third situation for using Khothot is when asking for
permission from travellers. It was used when sensitive personal information was requested.
In this situation, the TIPOs will say Khothot as an introductory device to ask for permission

from travellers before the statement of request is indicated. One example is illustrated below.
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For the Thai spouse visa, we have to check and see all documents of the travellers
so that we can [make] further suggest[ions for] the travellers. So, we have to ask a
very deep detail of the travellers. For example, the traveller whose intention is to
apply for Thai spouse visa for the first year have to have all details checked carefully.
If the travellers were married before, they have to show the divorced certification, so
we have to ask them first. Thus, we have to ask them “Have you ever married
before?” We have to say Khothot before asking them. If one side of the travellers or
their spouse used to be married, we will tell them to prepare and bring the divorce
certificate on the day that they will come to apply for the visa. For the first year of visa
application, it is very important to show all documents. Sometimes, they do not want
each other to know that they used to be married before. So, we have to say Khothot

to them. (City/ Sub-Inspector 2)

What stands out in the quote is the use of Khothot to ask for permission from the
traveller. Khothot is used to notify the traveller of the TIPO's feeling of consideration in
making a request for such personal information even though it was required by the rules and
regulations. Khothot in this situation may be interpreted as “excuse me”. It is used before the
TIPO requests the traveller’s personal information to indicate that they know the request is
likely to be sensitive. This situation aligns with Kreng Jai in that the TIPO is concerned about
the impact of the request on the traveller. The TIPO feels Kreng Jai in having to ask
sensitive questions but expresses this concern by saying Khothot to show the respect to the
travellers. By saying Khothot, the TIPO indicates they do not want to threaten the traveller's
face. Although Immigration Police Officers have the role and authority to request such
information from the travellers, they also want to respect the traveller. Whereas in daily life,
Thais would use Kreng Jai to demonstrate respect, TIPOs are constrained by their very role
and must use Khothot. These situations show the different ways that a service mind is
enacted by TIPO in providing services and to achieve both relational and instrumental goals

of communication.

Misunderstanding: Another case for using Khothot is when the travellers
misunderstand the TIPO’s communication. This type of Khothot is used to express the

apology of the TIPO. When there is some misunderstanding occurring during the interaction
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between the TIPO and the traveller, the TIPO will say Khothot to the traveller. Examples

from the quotes are reported below.
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It would be Khothot. Sometimes, there is miscommunication between TIPOs and
travellers which cause misunderstanding, so we will need to help each other to solve
the problem. For example, we say “sorry” to express an apology and sorry that the
travellers that cannot enter into the country and explain the reason for the travellers
in order to reduce a serious situation. Sometimes, the travellers want to drive their
own car into Thailand, but they have to ask for approval from the Transportation
Department according to the law, so we have to say Khothot to express an apology

to them. (Border/ Inspector 2)
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We all try to use the word Khothot in case where there is miscommunication. |
personally will suggest other TIPO to say Khothot. For example, when we give wrong
information or miscommunication, or do not provide a good service, we will say
Khothot to make the travellers feel good and to give service politely. (Border/

Inspector 1)

These quotes show that, the TIPOs use Khothot to express their “apology” when
there is some miscommunication during service provision. The miscommunication may
occur due to misunderstanding and misinterpretation of the interlocutors. Miscommunication
between TIPOs and travellers includes giving wrong information, causing misunderstanding.
The quotes show that TIPOs use, Khothot as an introductory device before a statement of
repair to “reduce tension” and to be seen to be “genuine” by the traveller and offer “polite
services”. That is, the travellers would know that TIPOs are willing to provide services with a

service mind. The quotes offer examples of traveller misunderstandings due to the law
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change without notification, travellers being given the wrong information, and travellers being
refused entry into the country. Thus, the TIPO has to say Khothot and explain the reason for
giving wrong information to the traveller, apologise and clarify this miscommunication or
situation to the traveller. Face saving is considered the key value for this type of Khothot.
The TIPO use “Khothot” to repair the face of both interlocutors. SAY HOW Such uses of
“Khothot” in these situations shows that TIPO enact the “service mind” was set out in the
mission statement of the organisation. Furthermore, the desire to be seen as “genuine” by
travellers, suggests that TIPOs relational goals of communication are to show a degree of
closeness between the TIPO and the traveller.

Reducing Tension or Conflict: A further feature of using Khothot is to reduce the
tension or potential for conflict between the TIPO and the travellers. It was found that when
there was a serious situation arising, the TIPO would say Khothot in order to make the
situation better. Examples from the quotes are presented below.

ni £Z v &K U ra = Vv 2 1 A 1 1 £
alneidasld feua i luRe neasta lnan inan Lmumwu@'ﬂme']m"lmmla

82 drinvalnuiies w”uﬁ]:a@meumﬂ'lﬁmﬂﬁq@”

Khothot is used whenever we are not wrong. We have to say Khothot first. For
example, when we say something to the travellers and they do not understand, we
have to say Khothot because using Khothot will reduce conflict between the TIPO
and the travellers. (Border/ Squad leader 5)
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For example, Khothot is used as an expression to make the situation better. When
we use the word Khothot, the serious situation will become gradually better. The

negative situation will change to a positive situation. (Border/ Sub-Inspector 4)

The TIPO in the quotes above emphasise use of Khothot to reduce “potential conflict”
that occurs during the service interaction with the traveller. The TIPO indicated that no
matter who was right or wrong, it was the TIPO’s responsibility to say Khothot to the traveller
first. Avoiding confrontation and conflict is one of the behaviours that is normally found in
Thai culture and society. Thai people may feel uncomfortable with uncertainty and serious
situations. Therefore, in order to avoid such a cause of conflict, Thais will say Khothot first in

order to show their polite behaviour.
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These features of using Khothot in the border interaction context reflect the
relationship of key characteristics of Thai values: paying respect, face-saving, and
politeness. Thus, the TIPO say Khothot after they have made a mistake, which means that
they accept they have made a mistake and express an apology. Finally, Khothot is also used
to give face to the travellers and is considered as politeness. In summary, In the TIPO may
decide to say Khothot to the travellers to avoid face threatening acts, show them respect,
and express politeness.

Summary

Mai Pen Rai, Kreng Jai, and Khothot are the selected key features of Thai values that
were usually found in daily interaction in Thai culture. These three Thai values were
connected with Buddisht teachings and were rooted in the Thai ways of life.

The use of Mai Pen Rai can be classified into three types: responding to thanks,
responding to apology and offering help, and compromising for a small mistake and offering
help. Mai Pen Rai in these contexts may have various English definitions depending on the
situation; for instance, in responding to the traveller’s thank you, Mai Pen Rai may be
defined as “you are welcome” or “don’t worry”. In responding to the traveller’s apology, Mai
Pen Rai may refer to “don’t worry” or “never mind”. In addition, in compromising, Mai Pen
Rai means “that’s all right” or “that’s fine”. The patterns vary due to the situation, such as Mai
Pen Rai may be adopted after the traveller's apology followed by offering help of the TIPO.
However, in the context of border interaction, the findings suggest that Kreng Jai is hardly
ever used in this context because the TIPO role in service provision and the interaction with

travellers are framed by laws.

Khothot can be categorised into several features depending on situation: when giving
wrong explanation, asking for permission, missing communication, and reducing tension and

avoiding potential conflict. In each situation, Khothot can be referred to as “apologising”,
am sorry”, “excuse me” or “let’s stop arguing”. More importantly, Khothot is used to express
politeness by the TIPO in providing services to the travellers. The patterns of Khothot are

indicated before the explanation of the TIPO has been offered.

Kreng Jai was not identified in the data. Laws of the Thai immigration frame the
service provision of the TIPO, and therefore, the TIPOs were unable to use the expression
Kreng Jai in their daily work. The differences of power between the TIPO and the traveller
affected the use of Kreng Jai. However, in a practical way, the TIPO may act differently from
the set of rules and regulations. For example, although the TIPO indicated that Kreng Jai

was rarely used during their interactions with travellers, the TIPO always provided services
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to the traveller with Kreng Jai behaviour and manner that promoted polite behaviour in
providing services. In this practical space, the key values identified were respectfulness, face
saving, and politeness. These values are further discussed below in addition to the Buddhist

teachings also adopted by the TIPO when providing services to the travellers.

Buddhist Teachings in Service Provision

This section describes how the TIPO adopted Buddhist teachings in their everyday
interaction with travellers. Three Buddhist teachings were identified: Loving-Kindness and
Compassion, Patience, and The Path of Accomplishment. These Buddhist teachings serve
as a set of beliefs for the TIPO to provide good service to the travellers.

Loving-Kindness and Compassion

“Loving-Kindness and compassion” are two types of the “Four Sublime States of
Mind” that the TIPO adopt in their daily interaction with the travellers. The Four Sublime
States of Mind is the principle that most Thai people adopt in their everyday work in order to
work effectively and successfully. The following quotes show the use of “Loving-Kindness

and Compassion” by the TIPO.
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In the service provision, | think it should be the principle of loving-kindness and
compassion. Travellers from any nationalities that enter Thailand are considered as a
high-quality customer, so we have to adopt loving-kindness and compassion when

providing services to all travellers. (City/ Inspector 1)
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We should have loving-kindness and compassion and put ourselves into the

traveller's shoes. We mostly take care of children and elder travellers because of

132



putting yourself into their shoes. If our parents go to contact other office, and they
don’t know like younger travellers. If we can help, we will help. Younger travellers are
fast learning. We have to understand that what are we doing here. For example,
there were just a couple of retirement travellers visiting the immigration office. But the
wife might forget to make a photocopy, and he had to take his wife with him when
going to make a photocopy. So, we understand, and we have to show our loving-
kindness and help them to make a photocopy. (City/ Sub-Inspector 2)
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For the Buddhist teachings, it should be loving-kindness and compassion. It is the
most important principle to adopt when providing services and daily work of the TIPO.
Sometimes, the travellers just bring a passport without any other documents and
copies. According to the rules and regulations, we cannot process the visa extension
for the traveller. When the queue is reached, we have to think of loving-kindness. It is
good that there is a photocopy shop in the building, so we suggest the traveller to go
and make a photocopy. We can wait for the traveller. This is called “loving-kindness

and compassion”. (Border/ Squad Leader 6)

The quotes above show how the TIPOs highlight the first Buddhist teachings, loving-
kindness and compassion, that are adopted when providing services to the Loving-kindness
and Compassion refer to the intention of the TIPO for others to be happy physically and
mentally. The quotes show that the TIPO adopt Loving-kindness and Compassion to provide
services to travellers equally with his/her compassion, to take a special care to both younger
and older travellers, and to provide photocopying facilities in the building to help travellers
with documentation. Thus, the TIPO will offer assistance to travellers if it is found that there
is a problem arising, and thus the TIPO will show his/her Loving-kindness and Compassion.
Loving-kindness and Compassion are considered the most important Buddhist teaching that
the TIPO can adopt to provide a good service to the travellers and make the travellers feel
impressed with the organisation. These two Buddhist teachings are also connected with the
Thai values of respectfulness and politeness. Thais are taught to pay respect to older people
and take care of children. In addition, such Buddhist teachings express the service mind in

providing services and also promote relational goals of communication. That is, showing
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Loving-kindness and Compassion of the TIPOs demonstrates the kind assistance to

international travellers.
Patience

The second Buddhist teaching that the TIPO have adopted is the principle of
“Patience”. The TIPO are educated to be patient when providing services to the travellers.
Patience is the Buddhist principle that helped the TIPO to restrain the emotion and maintain

manners in responding to "a bad tempered” traveller. Examples are illustrated below.
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The Buddhist teaching. The policy of this organisation fosters the officers to provide
services with heart. The Police will be fostered to be patient, the police have to
provide service consciously and patiently. We are educated that the priority is people.
We will treat them as an important people. That is, we have to process the visa

application first and then clarify the travellers with the laws. (Border/ Squad Leader 1)
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Normally, we use direct communication. The Buddhist teaching that I use is the
principle of patience. The patience will come first when giving services and then
calmness. We should not confront the traveller. If one TIPO gets angry with the
traveller, other TIPO will go and help immediately. So, we must be patient. It is not
good if the traveller feels dissatisfied and makes a complaint. If the traveller gets
angry, we will tell the traveller to calm down. Or, if the traveller comes to the
immigration office with his wife and children/friend, we will tell his wife or the other
person to take the traveller to sit down for a while until he feels better. (City/ Inspector
2)

134



aNauNSANUI T UANNOANHAANAUAL LN ENTENIRAINAALLL
vwauinan i@ arsunifawniasdasianuaanulunsliuins weagnwivin

1w iU IINILIILIINAY NwhazdaduiTasa:

Importantly, it should be the principle of patience because the travellers come from
various nations. Some travellers may say something badly or may lose their temper,
so we have to adopt the principle of patience to provide services with polite speech to
the travellers. If the traveller acts aggressively, and then we respond to the traveller

in an aggressive way, the situation will get worse. (Border/ Squad Leader 6)

All the quotes above show the use of one Buddhist teaching, Patience, as the main
principle that the TIPO apply to their work. Most situations where the TIPO use the principle
of patience are when there is a conflict with the travellers resulting in the traveller becoming
angry. Importantly, the TIPO in the first quote, identified patience as a policy guiding the
TIPO when providing services to the travellers. Patience is advocated to make the situation
better for both the traveller and the TIPO to avoid situations where the traveller makes a
complaint, which in turn may cause some problems to the TIPO. In the same vein, the TIPO
adopt the principle of Patience to make the traveller feel satisfied and to avoid complaints
with services of the TIPO. Interestingly, the TIPO express both a concern to satisfy the
traveller and protect themselves from complaint, through being patient and polite. Their
inherent authority, however, means TIPO can also tell the traveller to “sit down for a while
until he feels better”. Thus, it can clearly be seen that the principle of Patience is adopted in
the service provision to reduce conflict in the TIPO and the traveller’s interaction. This
Buddhist teaching promotes communication behaviours of Thai people, that is, avoiding
confrontation and conflict. When there is a problem arising, Thai people will find the soft way
to solve the problem and try to reduce such a problem. This Buddhist teaching of being
patient shows the TIPO’s willingness to provide services with a service mind and thereby

manage potentially difficult situations with travellers.
The Path of Accomplishment

The “Path of Accomplishment” is the third Buddhist teaching that the TIPO adopt
when providing services to the travellers. The path of accomplishment is the principle that
the TIPO adopt as a guideline to work successfully. The following quotes illustrate the use of

the path of accomplishment.
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Sometimes, | adopt the Buddhist teaching, but | cannot remember the principle. |
think it should be the path of accomplishments, that is, Chanda (passion), Viriya
(diligence), Citta (mind/ consciousness), and Vimmamsa (investigation). | have to
remember these four principles and will spread as tree’s branches. (Border/ Inspector
2)
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| use the principle of the path of accomplishments because we provide the service,
so there are differences in cultures and languages and may lead to bad emotion. So,
| need to adopt the principle of the path of accomplishments in order that | can

provide services to the travellers effectively. (Border/ Squad Leader 5)

Each of these quotes demonstrates how the TIPO adopted the principle of the Path of
Accomplishment to provide services to the travellers. The first quote highlights the four types
of the Path of Accomplishment (e.g., Chanda or satisfaction; Viriya or effort; Citta or
thoughtfulness; and Vimamsa or investigation), which are basic for the success. The TIPO
adopted these four characteristics in willingness to provide services with enthusiasm and
intention. Similarly, the second quote illustrates the use of the path of accomplishments of
the TIPO with intercultural communication where differences may lead to miscommunication
and potentially “bad emotions” and impolite behaviour. Thus, these principles will help TIPO
to manage the tension. In organisation culture in a Thai context, the Path of Accomplishment
is considered the most significant value for all people to work successfully and carefully with
passion and intention. Most TIPOs said they adopted this Buddhist teaching (the Path of
Accomplishment) to complete all the working procedures when providing services to
international travellers. In this respect, a service mind was the key feature of this Buddhist

teaching.
Summary

Three Buddhist teachings were identified in TIPOs descriptions of their work: loving-kindness
and compassion, patience, and the path of accomplishment. These three principles share

similar goals: that is, to provide a good service to the travellers and to let all obstacles go.
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However, each of the Buddhist teaching has its own unique characteristics. One Buddhist
teaching embedded in Thai society and culture that connects to the Thai values is loving-
kindness and compassion. Loving-kindness and compassion are illustrated through the

manners and behaviours that TIPOs are enacting when providing services to international
travellers (e.g., using Mai Pen Rai to offer help to the travellers). Such use of Mai Pen Rai

and Khothot enact the connotative meaning of Kreng Jai.

The second Buddhist teaching is “Patience”. Patience is considered a policy for
TIPOs when providing services to the travellers. Patience is central to enacting a service
mind and helps to reduce any tension and potential conflict between the interlocutors.
Although the TIPOs have authority in providing services to international travellers, the
adoption of Patience helps to achieve the mission of the Royal Thai Police, that is, a service

mind.

The last Buddhist teaching is “the Path of Accomplishment”. It is the key Buddhist
teaching that most Thai people adopt in order to complete assigned tasks effectively and
successfully. This Buddhist teaching helps TIPOs to conduct the task systematically. More
importantly, these three Buddhist teachings are adopted not only to provide service
effectively, but also to promote the polite behaviours of the TIPO. These Buddhist teachings
and Thai values might not be expressed through the word of mouth because of the impact of
power that TIPOs hold. However, the inherent Buddhist teachings and Thai values influence
and shape how the TIPOs serve international travellers in order to achieve a service mind.
As the Thai values, Buddhist principles, and politeness behaviours are connected and
educated together, the relationship between these three features will be discussed in the

following section.

Discussion

This chapter aimed to address the research questions: 2a How did the values and
expectations of the Thai Royal Police and Thai Immigration Bureau influence Thai
immigration Police Officers’ role and interactions with travellers? 2b. How were the Thai
values and Buddhist worldviews applied by the Thai immigration police officers (TIPOs)
during the interactions with English-speaking travellers? A follow-up question focuses on the
impact of enacting these values and worldviews on the TIPO role and the service delivery. In
this section, | discuss how the TIPO apply Thai and Buddhist values in their interaction with
international travellers, instances when Thai and Buddhist values align with their TIPO role,
and instances where the TIPO are forced to choose between either Thai and Buddhist
values and the requirements of their role or integrate these values in ways that enable them

to enact a service mind without compromising their role.
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The key findings from the research question focus on TIPO's opportunities and
challenges in putting Thai values and Buddhist teachings into practice when delivering
services to international travellers. At the interaction level, TIPOs used Thai phrases
incorporating important Thai values to respond to the traveller's thanks, apologies, and small
mistakes. However, the responsibility of the TIPO to enforce the law prevented TIPOs from
fully enacting Thai values (e.g., Mai Pen Rai, Kreng Jai, and Khothot) and Buddhist
teachings (e.g., Loving Kindness and Compassion, Patience, and the Path of
Accomplishment). Even so, instances where the TIPO relaxed the process and ruled a little
"care of older people" demonstrate that a TIPO has some latitude in upholding Thai values in
a few specific circumstances. In addition to caring for older people, TIPO shows its service

mind in providing services to international travellers.

According to the analysis, the study showed that TIPOs as government officers wear
three hats when providing services: authority and power as a police officer; a service mind to
align with the mission of the organisation; and Thai values and Buddhist teachings, which
are rooted in Thai society and culture. To help explain these, | am using the metaphor of
“hat”, which refers to the various roles and responsibilities TIPOs have when providing
services., TIPOs, as a part of the Royal Thai Police, were seen to have authority and power
and carry a customer service role. In this study, TIPOs wore three hats simultaneously
during interactions with international travellers; Hat No 1: authority and power; Hat No 2:
service mind; and Hat No 3: Thai values and Buddhist teachings. Each of these is discussed

below.

Hat No. 1: Authority and power

Thai culture has been ranked as a high-context culture (e.qg., hierarchical, respect for
authority, and gender role) (Andrews & Sununta, 2009, p. 60). That is, the characteristics of
Thai people concern the hierarchy of management. Thus, authority and power are essential,
especially for government officials. Such characteristics aligned with Hofstede (2011) that
Thailand was ranked as a high-power distance society. That is, power is concentrated
among a few people at the top management level, who can have the authority to make a

decision.

In addition, there is a language of hierarchy (Andrews & Sununta, 2009, pp. 74-76)
which expresses the power and the authority of the TIPOs. This can be seen using the
formal titles (shown in the first section of every training manual). This is another way of

addressing people to indicate their authority and power.
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Hat No. 2: Service mind

Service mind is considered one of the missions of the Royal Thai Police. The results
showed that even though the TIPOs could not use the Thai phrases to show compromise
when providing services because TIPOs were wearing the first hat (e.g., authority and
power), TIPOs enacted some behaviours to serve the needs of international travellers and to
make international travellers satisfied with the services. O'Sullivan (2010) pointed out the

nn

features of excellence in servicing clients, included "being courteous," "providing prompt
service," "being knowledgeable," "being fair,” and "treating the person as special” (p. 35).
Similarly, Leelaharattanarak (2015, p. 148) claimed that in Thai culture, "the customer is a

prior superior to the agent due to the power of money" or the Thai language, "sndenszidr”

(Customers are God). Thus, the services are needed to meet customers' needs (O'Sullivan,
2010).

The study by Chatthong et al. (2014) investigated and reviewed the documents on
the action plan of the Royal Thai Police and the guideline for developing the organisational
culture of the Office of the Civil Service Commission of Thai Police. The findings revealed
that to satisfy the customers' expectations, it is essential to develop a learning model to
enhance Thai police officers understanding and practice of a service mind. This was
especial relevant to officers who worked inthe inquiry department. Three aspects were
suggested to enhance the Thai police's service mind: organisational culture, a learning
model, and a strategy or policy. The development aimed to create a better image of the
Royal Thai Police with specific attention to organisational culture. Furthermore, the values in

the vision of the Royal Thai Police are "competency,” "overall fairness," "people-oriented,"
and "service mind": COPS (Royal Thai Police). Thus, the service mind is the most critical
value for the TIPO when providing service to travellers. However, according to the nature of
police officers, "power" and "authority” influence how the officers provide services to
travellers. Thus, such service mind value might not be perceived as present by the travellers

during interaction with the TIPOs.
Hat No. 3: Thai values and Buddhist teachings

Regarding Thai values, three key phrases (Mai Pen Rai, Khothot, Kreng Jai) were
chosen to represent the identity of the Thai people (Mekthawornwathana, 2011). Firstly, in
general, the term Mai Pen Rai was used by Thai people for different functions as to make
the listener feel better, to respond to an apology, to perform a refusal strategy, to respond to
thanks, to provide black-channels to fill pauses or turn-taking in conversation, to give pause
in conversations, to express sympathy, to understand or accept others' concerns as a sign of

social care, and to terminate verbal conflict (Chaimanee, 2003; Mekthawornwathana, 2011;
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Panpothong & Phakdeephasook, 2014) in daily interaction of the Thai people. However, in
my study, the TIPOs highlighted the use of Mai Pen Rai in three functions as responding to
the travellers' thanks, responding to the travellers' apology, and showing compromise for a
small mistake from the travellers. It can be argued that the first two functions that the TIPOs
adopted in the term Mai Pen Rai were similar to other studies in other contexts. On the other
hand, in the context of border interaction, it was found that the TIPOs used Mai Pen Rai to
offer a compromise for a small mistake by the travellers, which was found to be different
from other studies.

With the Buddhist teaching, Panpothong and Phakdeephasook (2014) identified the
relationship between the use of Mai Pen Rai and the Buddhist concept of Tri Laksana (i.e.,
aniccang: impermanence; dukkhang: suffering; anatta: selflessness) as rooted in Thai way of
life. This study supported the results of the current study that the TIPOs adopted Mai Pen
Rai, showing compromising for the travellers making a small mistake. Thus, this Mai Pen Rai
is related to the concept of plong or ploy wang in Buddhism and Thai culture and can be
interpreted as 'letting go' in English. As a result, The TIPOs would especially apply this term
(Mai Pen Rai) to travellers, especially old age females. These uses of Mai Pen Rai showed
compromise. Such compromising was found to be a Thai identity that can be linked with the
Buddhist teaching Dhana; namely, forgiveness and the Four Sublime States of Mind called

Loving-Kindness.

Secondly, Khothot was used by all Thai people as a negative politeness. The term
Khothot is used when Thais would like to take responsibility for what they did severely to
others (Junlaprom, 2011; Mekthawornwathana, 2010, 2011). In this study, the TIPOs used
Khothot when giving of a wrong explanation, taking responsibility for the mistake, asking for
permission, misunderstanding, and 5) reducing tension. From the current study, it can be
argued that all functions of Khothot that the TIPOs used were to reduce conflict or avoid
arguments and confrontations with the travellers. This is supported by the study of Pekerti
and Thomas (2003), Cherfan (2016), Kang and Hyun (2012), and Hwang and Park (2018)
that this was a communication style of Asian people. Based on Buddhist teachings, Khothot
was influenced by the concept of krama (Gadavanij, 2002), which forced the TIPOs to adopt
the term Khothot to respond to the travellers. One more important Buddhist teaching
adopted by the TIPOs during service provision was the Path of Accomplishments, especially

for the passion for providing services for the travellers.

Thirdly, Kreng Jai was the most dominant value of Thai people and was found in
every situation of daily interactions. (Intachakra, 2012b; Mekthawornwathana, 2011, 2012).

Generally, Kreng Jai was used when the Thais would like to express their feeling of concern
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for other people (Intachakra, 2012a; Mekthawornwathana, 2012). However, in the context of
border interaction, the TIPOs insisted on not using the term Kreng Jai during their service
provision. The TIPOs said that it was in the legal context; as a result, Kreng Jai could not be
applied. In fact, the evidence illustrated in the action of the TIPOs, that Kreng Jai was also
embedded in the service provision, especially for the travellers whose ages were higher.
This is because Thai people were taught to pay respect to older people
(Mekthawornwathana, 2012). In addition to paying respect to the elders, the TIPOs also
expressed the feeling of Kreng Jai to keep the relationship between the TIPOs and the
travellers by using an other-accommodation strategy (Intachakra, 2012a). Concerning
Buddhist teaching, the concept of the Five Precepts, which would violate other people or
make other people feel inconvenienced, was adopted by the TIPOs when providing services
to travellers at the border. In addition, the Path of Accomplishment, especially the passion
for providing services for the travellers would also guide the TIPOs to complete the services
satisfactorily.

Conclusion

This chapter identified competing roles and responsibilities of TIPOs in interactions
with travellers, related to the three hats of enacting authority, a service mind, and Thai
values and Buddhist Teachings within an organisational context. The findings suggest that
Thai values and Buddhist Teachings support the organisational value of a service mind and
also compete with the inherent authority of the TIPO role. The final chapter discusses the

implications of these findings.
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Chapter 6

Conclusion

The last chapter concludes the thesis by reflecting on the main objective of this
study, which was to investigate the communication experiences of Thai Immigration Police
Officers (TIPOs) and travellers at the border to understand TIPOs' role within organisational
and cultural contexts The border included the physical points of entry to Thailand the
interaction as an encounter between the familiar and unfamiliar for both TIPOs and
travellers. Taking a Thai culture-centred approach helped me to examine the communication
expectations of travellers and TIPOs and how TIPOs applied Thai values and Buddhist
teachings the context of organisational values, processes and expectations of the Thai Royal
Police and Thai Immigration Bureau. My thesis is that individual language skills,
communication competence and goals, organisational roles and functions, and Thai cultural
values influence communication at the border. In this chapter, | present a conclusion of the

thesis with an attempt to answer the following research questions:

RQ1: What were the experiences of the Thai immigration police officers (TIPOs) and

English-speaking travellers of the organisational processes and interaction at the borders?

RQ2a: How did the values and expectations of the Thai Royal Police and Thai
Immigration Bureau influence the Thai immigration Police Officers’ role and interactions with

travellers?

RQ2b: How were Thai values and Buddhist worldviews applied by Thai immigration

police officers (TIPOs) during their interaction with travellers?

This chapter is organised into three sections. In the first section, | begin with
reflecting on the original aims and intentions and discuss them in terms of the findings and
the new areas of expertise resulting from the thesis. | then explain how the findings relate to
the original objectives and the opportunity for research identified in the literature review. |
end this section by summarising how the findings address the research questions in the
overall thesis. In the second section, | discuss the contribution of my research to the field,
and consider the methodological, theoretical, and practical, meanings of my study, and
explain the significance and implications within the context of the existing literature. Finally,
| discuss the limitations of the study, and offer suggestions for future research and before

concluding with final thoughts..
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Reflections: Original Aims, Findings and New Expertise

This section reflects on the original aims and intentions and discusses them in terms
of the findings and the new areas of expertise resulting from the thesis. The study originally
aimed to explore the intercultural interactions between Thai immigration police officers
(TIPOs) and English-speaking travellers in the northern borders of Thailand. The border in
this context is the the place where the TIPOs and travellers interact with each other, that is
the immigration police offices, located in the city centre and the borders of Thailand. This
research gaps identified in the current literature centred on the lack of research about
intercultural communication in Thai police and service encounters in Thailand. Previous
studies have involved Thai Tourist Police (Rattanapian, 2016; Romaya, 2006, 2009a; SAE-
JENG & Sribayak, 2018) and international studies have focused on police communication
(Alhugbani, 2014; Gamal, 2014; RISKA, 2012), but there was little about communication
between immigration officers and travellers. The literature review showed there was an
opportunity to investigate interactions at the border between Thai Immigration Police Officers
and travellers using an Asia-centric approach to intercultural communication (Chaimanee,
2003; Intachakra, 2012; Panpothong & Phakdeephasook, 2014) This Asia-centric approach
framed interactions at the border as intercultural communication centred on the cultural
influences of (1) the Thai Police regulatory role, (2) the organisational “service mind” culture
of Thai Police, (3) Thai values and Buddhist teachings, and (4) how each of these impacted
on TIPOs’ instrumental, relational and identity communication goals (Clark & Delia, 1979)

within the interaction.

In terms of the findings, the Thai Police regulatory role, the organisational “service
mind” culture of Thai Police, and Thai values and Buddhist teachings played out in the
interactions in several ways. First, expectations and perceptions of interaction at the border

were centred on three key spaces: language use, organisational culture, and worldviews.

The first space was the language primarily used to socialise, and the English
language was used as a medium of communication in that context. All travellers accepted
that Thai immigration police officers were able to use English to communicate with the
travellers. However, the biggest issue that the travellers raised during the interactions with
the TIPOs was using short or imperatives considered impolite from travellers' views. Another
issue that the travellers demanded was socialising language. The socialising language could
represent the TIPOs in using English to communicate with the travellers effectively and

politely.

The second space was the organisational culture where culture of the TIP centred on

the organisational structure and the Thai Value of respect. Hierarchy remains dense in Thai

143



organisations (Andrews & Chompusri, 2013; Corbitt & Thanasankit, 2002). The management
system in Thai government organisation is vertical; all working procedures, decisions and
approvals must proceed from the lower staff to the highest staff (Andrews & Chompusri,
2013; Corbitt & Thanasankit, 2002). Paying respect is also essential in Thai culture(Andrews
& Chompusri, 2013; Thanasankit & Corbitt, 2002). Respect is commonly expressed in
Thailand by using body language (e.g. Wai as a sign of respect and greeting); and the use of
formal title (Andrews & Sununta, 2009). The data suggested that the TIPOs needed the
travellers to respect the TIPOs when visiting the Thai immigration office by showing good
manners to them. Such behaviours are consistent with Thai values and Buddhist teachings
related to the Four Principles of Services or Sangahavatthu. From the travellers’
perspectives, however, the hierarchical processes were often seen as slow or difficult and
they wanted a more customer service approach described in the literature
(Leelaharattanarak, 2016; Smyth & Bantawtook, 2016; Thanasankit & Corbitt, 2002; T.
Thanasankit, 2002). This “service mind” value of the Thai Immigration Bureau aligns with
“service culture” — a customer-focused approach to providing services (Abu-ELSamen,
Akroush, Al-Khawaldeh, & Al-Shibly, 2011; Jantawej, 2011). TIPOs are expected to enact

their authority and a service mind in their interactions with travellers at the border.

The third space was the worldviews of Thai values and Buddhist teachings. Key
features of this combined worldview include politeness and service mind which are enacted
in language (Intachakra, 2012; Leelaharattanarak, 2015; Panpothong & Phakdeephasook,
2014; Rattanapian, 2016). The TIPOs enacted these values in three key terms: Mai Pen Rai
(do not worry), Kreng Jai (giving consideration to others), and Khothot (I am sorry for what |
have done). The TIPOs used these terms in interaction with the travellers in different

functions.

TIPOs used the term Mai Pen Rai to respond to the traveller's thank you, to respond
to an apology and to show compromise for a small mistake from the travellers. This use of
Mai Pen Rai highlighted the Thai value showing compromising, reducing the stressful
situation to make the travellers feel better. Concerning the Buddhist teaching, this use of Mai
Pen Rai aligns with one of the Buddhist teachings hamed forgiveness and the four sublime
states of mind called loving-kindness. These Buddhist teachings teach people not to detach
from their belongings. Letting go is considered the ultimate goal for the Dhamma. TIPOs
frequently selected the term Khothot, sharing a similar meaning with taking responsibility in
the context of border interaction. Khothot, in this context, was used as negative politeness
and the aim of using this term was to reduce the conflict and make the problematic situation
feel better. This was in line with one of the Buddhist teachings called the Path of

Accomplishments, namely the passion for providing good services to travellers. Finally, the
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term Kreng Jai or concern was rarely found in the data. The TIPOs insisted that all tasks
performed happened in the legal border context; thus, the TIPOs could not show their Kreng
Jai to the travellers. However, some data showed that TIPOs did not use the term Kreng Jai
directly. It could be seen from their actions, especially when the TIPOs treated the travellers
who were old. Thai culture is considered a compromising culture and paying respect to older
people. Thus, the concept of Five Precepts and the Path of Accomplishments were the two
central Buddhist teachings that influenced how the TIPOs provide services to the travellers.
Such Thai values and Buddhist teachings help TIPOs to achieve communication goals, such
as relational goals of communication by offering help to travellers to create friendly
atmosphere.

Contributions to the Field
Literature

The research contributions of my thesis arise from the culture-centred approach
taken to examine the experiences of the Thai immigration police officers (TIPOs) and
English-speaking travellers, and the influence of Thai values and Buddhist worldviews in the
TIPOs interactions with international travellers. Firstly, my study confirms the existing
literature that identifies the need for those interacting with international travellers need to be
competent in a speaking a third language (e.g., Kool-on (2015); Rattanapian (2016);
Romaya (2006, 2009a)--- in this case English. Competence is demonstrated by speaking
and listening skills (Kool-on, 2015; Manmuan & Simasangyaporn, 2018; Smyth &
Bantawtook, 2016). The key findings in my study show that the travellers wanted the TIPOs

to use a polite form of English language instead using a short form or a non-verbal language.

The current study adopted an Asis centric approach and used Intachakra (2012)
proposed emancipatory pragmatics to centre the TIPOs own values and worldviews, as
located within Thai values and Buddhist teachings in the study. Emancipatory pragmatics
concern the analysis of languages with the “common sense” approach within languages from
their own socio-cultural point of view (Hanks, Ide, & Katagiri, 2009). This approach moved
away from using common Western orientations to politeness (Hanks et al., 2009). Instead,
the study focused on Thai values as commonly expressed in the phrases Mai Pen Rai,
Kreng Jai, and Khothot. Even though the TIPOs were dealing with mostly international
travellers, the situations governing the use of these phrases concerned aspects of both the

role and service mind.

Functionally, “Kreng Jai" and "Mai Pen Rai" might not occur in the context of legal

border interaction. However, the Thai identity always governs the way of thinking of Thai
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people. Thais often say “Khothot” as an introductory device before the conversation has
begun; then, the general topic is followed (usually when talking with unfamiliar people and
situations). It indicates the utmost politeness and the ultimate aloofness. In addition, “Kreng
Jai” is also a unique Thai identity that permeates all the time, although it does not appear in

words.

These three terms are connected to the Buddhist principles of forgiveness. Moreover,
"Mai Pen Rai" occurs when the speaker's status and the hearer are unequal. Typically, the
speaker with a higher status tends to forgive their hearer's mistakes by constantly saying
"Mai Pen Rai", but not the etiquette. On the other hand, the speaker with a lower status
would avoid saying "Mai Pen Rai". However, the way of thinking of Thai people is always
ready to forgive unconditionally, especially for the interlocutor who is old and female.
Therefore, instead of using only Western approaches to communication, my interpretivist
approach within a Thai culture-centred study included “emancipatory pragmatics”. Together,
these centred the Thai Immigration Police Officers' own values, worldviews, and micro-level
communication framed by Thai values and Buddhist teachings and thus contribute to the
field of the study.

Theoretical Framework

As a Thai citizen, | applied Thai values and Buddhist teachings to frame the research
methodology of the current study. The original framework for the study is lllustrated in Figure
6.1. below. As the study developed, the “intercultural communication” became more centred

on expressions of Thai values and organisational values in the interactions at the border.

3. Research Context
3. Research Context
-------------------------- . Thailand & Traveller Border
Thai Immigration Police Organisation
2. Intercultural Context
o Thai & Buddhist values {Mai Pen Rai, Kreng Jai, Khothot)

a " 1.Expectations &
“Experi of TIPO and
 Travellers at the border

7 1.0 Values . 1.i
; Stated & Enacted values of !
: TIPO H

the border

2. Asiacentric Communication
Thai culture-centred approach

BRI 1. Communicator-oriented Theories
Communication Goal Theory

Communication Competence
Mature of interaction/relationship

Figure 6.1. Research Framework
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The final framework prioritised “Asiacentred communication” (Chaimanee, 2003;
Hanks et al., 2009; Intachakra, 2012; Panpothong & Phakdeephasook, 2014) and
emancipatory pragmatics (Hanks et al., 2009; Intachakra, 2012), where the language should
be analysed with the common sense of the interlocutor’s own language from his or her own
socio-cultural perspectives (Hanks et al., 2009). For the TIPO, this meant focusing on Thai
values and Buddhist teachings as part of everyday Thai life. However, including
organisational culture within TIPOs’ socio-cultural perspectives added a valuable important
theoretical contribution to understanding the role of TIP, the communication skills, and
communication goals enacted at the border.

Finally, the framework of communication goals (Clark & Delia, 1979) was critical to
identifying the conflicting and competing expectations of the TIPOs role. In examining the
instrumental, relational and identify goals of TIPOs and travellers, the competing aspects in
the TIPO-traveller interaction became evident. The combination of the authority inherent in
the TIPO role, the organisational expectations to apply a service mind, the everyday desire
to enact Thai Values and Buddhist teachings, combined with the travellers’ expectations for
relational skilled and competent communication revealed the interaction to be a site of
encounter of difference both internally for TIPOs and between TIPO and travellers. In
addition, to exploring communication goals (i.e., instrumental, relational, and identity), | used
an interpretive approach to culture-centred communication that addressed three distinct
levels of interactions: micro, meso, and macro levels of communication. The micro-level
communication encompassed TIPO-traveller interactions. The meso-level communication
involved the context of the TIP regulations and role. Finally, the macro-level communication
incorporated the context of Thai and Buddhist values. These levels of communication thus

significantly contributed to the field of study and the existing literature.
Future Practice

The discussion of the current study's findings has been greatly facilitated by using
the current study's findings in the field of English for Academic Purposes (English for
Immigration Police). Regarding the suggested language skill development for the TIPOs, the
travellers pointed out several factors affecting the TIPO's communication competence, such
as English listening and speaking skills. Thus, the travellers recommended that two main
topics must be concerned and added into the course curriculum for English language
development for the TIPOs, namely, basic English conversation and English for specific
purposes. Concerning basic English conversation, it was clear from the quotes that the
constant responsibility of the TIPO's daily work in communication with the travellers

emphasised the improvement in their listening and speaking English skills with specific
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attention to pronunciation. Concerning the research findings, Smyth and Bantawtook (2016)
and Romaya (2006, 2009b) proposed that listening and speaking English skills were
considered the most important for the daily work of Tourist Police -. Thus, to train the police,
especially immigration police whose duties were to fulfil the needs of the travellers,
communicate in English effectively and successfully, these two skills must be included in the

language training curriculum.

Furthermore, the findings also reported that English for specific purposes (English for
police) was considered essential for the TIPOs to communicate with the travellers. Some
officers could not communicate in English effectively about the problems in speaking skills
because of the limitation of vocabulary. However, the travellers reported that some TIPOs
had already known basic English vocabulary about the immigration terminology.
Nonetheless, the required skills for the TIPO were how to apply these technical terms to
form the conversation to respond to the inquiry of the travellers.

With the travellers' recommendations for English language development, the TIPO
also reported their need to improve their English communication competence in three similar
areas. The first required topic was a basic English conversation to form a socialising
conversation with the travellers to build a relationship. In addition, the required skills for
English conversation were listening and speaking skills. Earlier studies identified, the needs
and problems in English communication for the police in ESL contexts. These studies
showed that English speaking and listening skills were found to be the most aware of the
skills for the police officers as an effective communication (Aldohon, 2014; Khamkaew, 2009;
Kool-on, 2015; Siriangkoon, 2011; Siwayingsuwan, 2015; Smyth & Bantawtook, 2016;
Tipmontree, 2007; Ulum, 2017). The second topic concerned English for specific purposes
with specific attention to English conversation that was used to respond to the travellers in
their daily job responsibility, such as issuing a visa, explaining the immigration rules.
Alhugbani (2014), Qaddomi (2013), Romaya (2009b), Tipmontree (2007), and Ulum (2017)
with reference to the current research findings supported that English conversation training
courses for the police must be related to the field of their expertise that was specifically
focused on their routine jobs. The last topic that was enquired by the TIPO was the correct
English pronunciation because the TIPO were the inability to pronounce words and
expressions properly. Furthermore, the findings also indicated that sometimes the TIPO
could not understand the travellers' accent. Therefore, it is suitable to provide a course
focusing on pronunciation and accent for the TIPO. Similarly, previous studies on police
reported that the police in the ESL context faced some problems regarding English
pronunciation and proposed that the police be trained to pronounce correctly
(Siwayingsuwan, 2015; Tipmontree, 2007; Ulum, 2017).
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Regarding the development of intercultural communicative competence, Byram
(1997) proposed the framework designed to develop intercultural communicative
competence of second language learners to communicate sufficiently. The learners needed
to be fulfilled with four different competencies: linguistic competence, sociolinguistic
competence, discourse competence, and intercultural competence. These four
competencies include the ability to cope with and create the shared meanings of the spoken
language.

Final Comments

Limitations

My study could not represent all contexts of the immigration office, such as the
international airport, because the procedures and some rules might be different from the city
and the border contexts. In addition, the findings on language interaction may not show the
deep conversation between the officers and the travellers because of the laws of immigration
that video recording was prohibited during service provision. There were some limitations of
observing the interactions of the officers and the travellers. All offices did not allow the
researcher to stay close to them; thus, the researcher could not see the gestures or hear all
parts of the conversation. However, this study has provided some insights in a unique
context, that is, a border interaction. My case study provides inside information from TIPOs
and travellers about their respective expectations of interactions at the border, especially in

relation to language, values and worldviews.
Further Research

Firstly, this current study employed a multiple case study research design to different
dimensions within the study of a phenomenon in an instrumental case study of the
intercultural interaction at the border. The data collection methods were semi-structured
interviews, interaction observations, and document collections. The data collected
systematically compared and contrasted in a detailed process of thematic analysis. These
processes helped promote a more comprehensive understanding of intercultural interaction
in the legal border context in Thailand. Furthermore, it could be valuable for future studies
that take a case study approach (e.g., Stake (1995) to incorporate communications goals
(Clark & Delia, 1979), Asia-centric approaches to communication (e.g., (Chaimanee, 2003;
Intachakra, 2012; Panpothong & Phakdeephasook, 2014), in other regions of Thailand, and

across Asian countries that share similar conditions as those of the present research setting.

Secondly, this study paid some attention to linguistic politeness strategies from an

Asia-centric prespecitive (e.g., negative, positive politeness). To develop a complete
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understanding of politeness theory, further studies could carefully explore the politeness
strategies (e.g., Rattanapian, 2016) of Thai immigration police officers during their

interactions with the travellers at the border context.

Final Thoughts

After a long journey of research on expectations of intercultural interactions between
the Thai immigration police officers and English-speaking travellers, using new theoretical
frameworks and applying the approaches of Thai values and Buddhist worldview, this study
has finally arrived at a further stage, that is, | have become a resilient researcher to continue
my career afterwards. Experiences gained during my PhD journey taught me how to
construct new knowledge from local context to a wider research procedure. | learnt that
starting with my own values and worldview, was key for the exploring Thai immigration police
officers' interactions with travellers at the physical and abstract border. TIPOs can apply their
values and worldview to achieve instrumental as well as relational and identity
communication goals: It is hoped that the findings of current study will offer value to those

working in and serving people in Thai border contexts.
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Documents for International Travellers

Consent Form for Participants

Waikato Management Schoo
Te Raupapa

Intercultural Communication between Thai Immigration Police Officers and English
Speaking Tourists in the Northern Border of Thailand

Consent Form for Participants

| have read the Information Sheet for Participants for this study and have had the
details of the study explained to me. My questions about the study have been
answered to my satisfaction, and | understand that | may ask further questions at any
time.

| also understand that | am free to withdraw from the study within two weeks after the
interviews or observations, or to decline to answer any particular questions in the
study. | agree to provide information to the researchers under the conditions of
confidentiality set out on the Information Sheet.

Y | agree/do not agree for this interview to be audio recorded

Y | agree to participate in this study under the conditions set out in the Information
Sheet form.

Signed:
Name:
Date:
Researcher's Name and Contact Information: Supervisor's Name and Contact Information:
Sommai Rodpan Dr.Mary Simpson,
Email: sr157 @students.waikato.ac.nz Email:mary.simpson@waikato.ac.nz
Mob (NZ): +64 21 02462996 Dr.Jenny Cave, Email:;jenny.cave@waikato.ac.nz

Mob (Thailand): +66 953066966
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Information Sheet for English Speaking Tourist

Waikato Management Schoo
Te Raupapa

3

THE UNIVERSITY OF

& WAIKATO

*
*
<

TAw

*A‘“]

=

4
5 ,«;é Te Whare Wananga o Waikato

Erancy

K

PARTICIPATION INFORMATION

Project Title: Perceptions of intercultural communication between Thai
immigration police officers and English speaking tourists in the northern border of
Thailand

Dear

You are invited to participate in a doctoral research project. The purpose of this
research is to analyze the challenges and the dynamics of intercultural communication
between the Thai immigration police officers and different English speaking tourists in the
northern border of Thailand. The research will explore the knowledge, skills, and experiences

of cross-cultural communication.

Who are involved in this research?

This research is being conducted by Sommai Rodpan, a PhD student at
Management Communication Department, University of Waikato, under the supervision of
Dr. Mary Simpson and Dr. Jenny Cave of the Management Communication Department,

University of Waikato.
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The researcher’s and his supervisors’ contact details are as follows

Sommai Rodpan: sr157@students.waikato.ac.nz, +64 21 024 62996 (NZ), +66 95
3066966 (Thailand)

Dr. Mary Simpson: mary.simpson@waikato.ac.nz

Dr. Jenny Cave: jenny.cave@waikato.ac.nz

Why have you been approached?

You are an English speaking tourist who is either native or non-native speakers of
English, use immigration services in one of the five immigration offices, and hold a tourist or

transit visa.
If you agree to participate, what will you required to do?

| would be very grateful for your participation. | would like to ask your permission to
(a) observe your meeting with the Thai immigration police officers and then (b) interview you
for 30 minutes afterwards. | will ask for your consent to audio-record the interview.

What will happen to the information you provide?

The information will be used in my doctoral thesis, and be presented at academic
conference and published in scholarly journals. It may also be used for future research. You
will be sent a summary of findings at the end of the study if you would like. Please give me
your contact details if this is the case. This information will be kept separate from your

interview transcript.

All collected information would be treated with the highest confidentiality. Only | and
my supervisors will see the information. Pseudonyms will be used to protect confidentiality
and there is no information will be used in a way that will reveal any participant’s identity. All
hard copies will be kept and protected in the locked drawer in the researcher’s office or at
home. All electronic data would be stored on a university computer and the researcher’s

personal computer laptop with locked password and will be backed up regularly.

Your rights

Participation in this study is your choice. You are free to withdraw from this study

within two weeks of the interview or observation, without giving any reason or encountering
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any penalty. You have the right to refuse to answer any questions. You also have the right to
read the interview transcript and your information collected as part of the study. Please let

me know if you would like copies of the audio recording and the transcript.

Whom should | contact if | have any question?

Please contact me any time at the contact options given above.

Yours sincerely,

Sommai Rodpan
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Interview Guide for English Speaking Tourists

Waikato Management Schoo
Te Raupapa

==

..E THE UNIVERSITY OF

WAIKATO

O/ :
S5 Te Whare Wananga o Waikato

oF

Research Title
Perceptions of Intercultural Communication between Thai Immigration Police
Officers and English Speaking Tourists in the Northern Border of Thailand

This interview guide contains three main parts: introduction, interview questions, and closing
interview which are presented as follows.

Researcher notes:
1. INteIrVIEWEE S MAIMIC: .. eutttete et ettt et et e et et et e et et e et e e e e te e eaeenneaaees
2. The INterVIEW date: .....oitiit ittt
3. INterVIEWING tIME: «..oneint ittt et
4. The length time Of INtEIVIEW: .. .oiiii i e
5

The Interviewee’s GENAer: ... ..ottt e e

Introduction

In this pre-interview stage, | will aim to:

- Introduce myself as an interviewer, present my name, and my role.

- Explain the goals of this study (information sheet).

- Assure confidentially.

- Assure participants that I will not judge their answers.

- Inform the participant individually to ask for permission to record the conversation.
- Discuss the consent form to the participants and have them to sign it.

- Thank participant.

- Finally, turn on the tape recorder, test it, and start interview session.
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Interview questions:
. Role

1. What was your purpose for visiting immigration police office?

2. While you were at the immigration office, what questions did the Thai
immigration police officer ask/say? What was it like for you?

3. What should the Thai immigration police officers do next time to provide good
services to international tourists?

1. Experiences

Screen Question: Have you had previous interactions with the Thai

immigration police officers?

Interactions with Thai immigration police officers that went well

1. Think of a time when, as a customer, you had particularly satisfying interaction with
the Thai immigration police officers.
a. When did the incident happen?
b. What specific circumstances led up to this situation?
c. What did the Thai immigration police officer say or do?
d. What resulted that made you feel the interaction was satisfying?

Interactions with Thai immigration police officers that did not go well

1. Think of a time when, as a customer, you had particularly dissatisfying interaction
with the Thai immigration police officers.
a. When did the incident happen?
b. What specific circumstances led up to this situation?
c. What did the Thai immigration police officer say or do?
d. What resulted that made you feel the interaction was dissatisfying?
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I11.  Perceptions

1. What communicative skills of the Thai immigration police officer can help you as
an English speaking tourists visiting Thailand?

2. How could you be better prepared to deal with the Thai immigration police officer?

Demographic questions

=

What is your country of origin?
2. What age groups are you in?

[120-25 [126-30 031-35
[136-40 [141-45 [J 45 plus

What is your educational background?

What is your purpose of visiting Thailand?

How many times have you visited Thailand?

How long have you been in Thailand?

What is your first language?

To what degree is your confidence when you are speaking English?
L1 very confident L] somewhat confident
[1 somewhat unconfident 1 very unconfident

©~NO U AW

Closing the interview

1. Is there anything else you would like to add about your experiences with the Thai
immigration police officers?

2. Is there anything you would like to ask (about the topic/the interview/the
questions/the process)?

Thank you for your participating in this interview. | will contact you again when |
have transcribed in the interviews and ask you to check over my transcription.
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Appendix 3

Samples of Interview Transcriptions from TIPO and English-speaking traveller

Transcription of Thai Participant and the translation

£

KA Tunsufifswaman nleinuznnsengusinesiasniigatunis
Ufuseu
During your duty, what communicative skills that you think are important in
your work?
TRV i conversation A
Conversation
BA9Y 28 NFBNELNITNA WKAWIZATY So we just focus on speaking skill?
I 1 v o Vv P Vv
WL 913 AT UNATLRY waafilamay
Yes, we just focus on speaking and listening skills, and then we response.
BAYE Gfumiﬁgummmmﬁumﬂusﬁuﬂﬁmmu@mﬁiuwmu Aowdlarinnaadiaaen
mmﬂqummmLiumumﬂ@:ﬁﬂumaﬂm
Please narrate the working procedures, starting from the tourists arriving.
WL 93 FURBHLINIBTITa RN UBIY BRI four chart ﬁLﬁummﬂumwm

qzivinazls ‘fism"nm@mu:m@mm‘%wLﬂﬂmiﬁﬂmﬂmm FLUZIRT YiaD

1 A v A 1 - 43 9/d Vv
L’J@’]u”ﬂLiﬁ?‘l/‘iﬂﬁﬂ"lﬁﬂmu”LiﬁNfour chart N‘ﬂuﬁ]ﬂu\f‘JLiﬂUiﬂﬁLL@fJ BRNINTT

1 1
AAdcTy o

@’ﬁ‘l.l’]%lﬂﬂﬁﬂ ﬂ@\?'ﬂl&ﬂﬁﬂﬂuﬂuLlﬁﬂL“EJ’WN’W]@’]%”ILHEIW@’W’VWUWQ ANDIIFLEIATEN

s Ls
L'ﬂﬂﬂ'ﬁ\fNWﬁ@NNNUim ﬁﬂL‘J"]T‘Viquﬂm@ﬂﬂu(i‘lf‘m'?miq@?ﬂﬂu Lﬂﬂﬂqi@]‘v\l’]ﬂﬂﬂiﬁ

U
1

NEUINARRATNNTOASAE (A sz Az Dae (msfanaseunasy el
Y g ! P ' & o ¥ o A = a ¥ ¥
LBNAT LLMﬂ@msmmmLuﬂfﬂﬁl,iqﬂ%umlml,mmm \HeaUSunoaniiianun b
U3n1sfiwasieay 95N nN19vineueaasnin anfsAniavinasesnailss
aylaflnlnndon oxlsilug Aonnladounseiuziivinrnnsimuanisium
NN UTTHuiueAe
At this office, we have the explanation in the form of four chart which are
posted on the wall. In the four chart, there will be some details of documents
that you need to prepare to extend each type of visa, procedures and duration.
Here, the first step for extending the visa, you will need to prepare some
required documents. If you are not ready with your documents, you will need
to talk to us first on order to check the passport which can let us know that you
can extend your visa or not. If you can extend your visa, will provide a form
and a list of required documents for you. Then, the appointment date is made.
Due to a high number of tourists, we have to check the passport first and then
make the appointment so that the process will be very fast and flow. If you

just walk in and want to get it on that day, the process will be very slow, and
the other tourists will have to wait very long.
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Sample of Transcription of English-speaking Traveller

TR

Today my purpose was to check all of my documents for having an
interview for my visa.

Res

While you were at the immigration office, what question did the officer
ask you? What was it like for you?

TR

They asked me about some of the different details on my documents and
give me some suggestions on things that | might need to arrange to a bit
differently. Just about this for today. Mostly just focused on the
documents.

Res

What should the Thai immigration office do to provide a good service to
international tourists?

TR

| think that it would be helpful instead of having me comment to check
all of my documents that I had, a form or something that they could give
me in advance. Then, have a list of everything they needed. Here is the
form that we needed. Have some examples of documents and saying we
need this, take a copy here. Make sure that tourists understand all. Not
just spend one or two hours looking at each paper and tell me what |
needed. They could just had something they could give me a package
like this that the information saying here are the documents we needed,
the form that we need you to fill in. That would be very helpful and |
don’t need to come in here at all.

Res

Next part is about your experience with the immigration police officers.
I have two main points: the first one is about the satisfying interaction
and the second one is the dissatisfying interaction. You have an
satisfying interaction experience with the Thai immigration police
officer?
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Appendix 4

Samples of themes and sub-themes.

Legend: TR = tourist, TIPO = Thai immigration police officer, EST = English speaking

tourist

of the TIPOs and ESTs from

Main Theme Sub-code and description
1. Process refers to the process of = 1.1. Document checking = the officer checks all the
running the visa starting from required documents for each types of services
the tourists presenting all the according to the immigration laws.
paper works to the TIPOs at 1.2. Giving suggestion = the officer gives
the counter service until information to the tourists at the information
getting the passport back with desk or the counter service for the next stage of
the new stamp of visa. This preparation.
process includes document 1.3. Fast and flow process = the process of visa
checking, giving suggestions, extension and/or other services that run very fast
and working process which and flow.
will be examined under the 1.4, Working under the immigration policy = all
immigration rules and working processes of the TIPOs during giving
regulations. services to international tourists are under the
frame of the immigration rules and regulations.
Tourists’ preparations refer 2.1. The intension for checking documents = the
to getting all the paper works tourists come to the immigration office to check
and themselves ready before all the documents in order that the next stage of
visiting the immigration police visa application will be proceeded quickly and
office. The preparations correctly.
involve researching 2.2. Document arrangement = the tourists prepare
information about visa all the required documents correctly and in
services, the intension of the orderly.
tourists, and arranging all the 2.3. Well-prepared = the tourists prepare themselves
papers. before visiting the immigration office, in term of
the paper work ready to be proceeded.

2.4. Preparing documents = the tourists prepare all
required documents and form ready to be
proceeded before visiting the immigration office.

2.5. TR preparing to deal with the TIPOs and
Thai culture = the tourists research some
information about working culture or Thai
culture before visiting the Thai immigration
office in Thailand.

3. Respect refers to the behaviors 3.1. Language use: using full sentences to show

politeness = the tourists require the TIPOs to
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tourists’ point of view. It
includes the language use of
the TIPOs, the behavior
expressing, and the important
of paying respect in the
culture.

Cultural issues refers to the
expressing of cultural
differences between the TIPOs
and ESTs in terms of working
process and behaviors.

Practical solutions refers to
the recommendation of the
tourists towards working
processes and the interactions
of the TIPOs, such as
providing a lists of required
documents in order to run the
process quickly and smoothly.

3.2.

3.3.

4.1.

4.2.

4.3.

4.4.

5.1.

5.2.

5.3.

speak in a full sentence ending with ‘please’
because they think that speaking with ‘please’
will expresses some politeness behaviors.
Language use: using short/command
sentences to show impoliteness = the tourists
think that the way that the TIPOs speak in
short/or command sentence will indicate some
impolite behaviors.

More power: TR’s behavior: some tourists
think that they come from the developed
countries, so they may show that they have more
power than the TIPOs which are working in the
developing country.

Cultural different: the tourists understand that
there were some differences between the cultures
of the TR and the TIPOs, including the
behaviors, working cultures, and the languages.
Learning /paying respect to Thai culture and
language: the tourists think that the language
and the culture of the destination country is very
important, so it must be very important to pay
respect.

The important of paying respect in Thailand:
the tourists understand that in Thai society and
culture, paying respect to the culture, language
and the people are very important.

The intense of paying respect to Thai culture:
the tourists understand that paying respect is
very intense in Thai culture, so they must learn
some Thai culture before visiting.

Providing a checklist: the tourists recommend
that the immigration office should provide a
checkilist of the required documents for each
types of services, so that the tourists can prepare
before visiting.

Update the official website: the tourists suggest
that the official website of the Thai immigration
office is not updated, so it would be better if the
immigration office can up to date the
information in the website.
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Sample of Theme coding for TIPOs

Appendix 5

No | Theme Keyword Quotes
_ - Online information Then, we will suggest what documents that the tourists need to prepare, what forms that the
1. | Practical . tourists need to fill out, which pages of passport that the tourists need to make a photo
- Learning language/ o . .
Solution copy, and which size of photo that the tourists need to attach into the form. (Examp;

Thai/culture

- Explaining

- Suggestion

- Seeking help

- Using full sentences and
some expression showing

politeness

Inspector 2, line 12-15) Suggestion

............... , and then we can give some suggestion for the next stage. (; Inspector 2, line
19-20) Suggestion

However, before we give some suggestion to tourists, we will have to see the passport of
the tourists first that they have the right to extend their visa for what reasons. (; Inspector 3,
line 6-8) Suggestion

We must communicate with them and explain them the reasons why they cannot get more
days. (; Inspector 4, line 6-7) Explaining

But if there are many tourists, the officer may not have time to explain one in details. But
we have the posters on the wall that show the process and the required documents. (;
Inspector 7, line 4-6) Explaining

Sometimes, the officer explained the reason why you were not allowed to extend your visa.
We refused because of the regulations according to the order of Immigration Law about the
required documents. (; Inspector 9, line 2-4) Explaining

........ sometimes the officers explain everything (rules, regulation, procedures, and
guidelines) that the tourists need to follow. If you ignore to follow, you will not get
ito......... (; Inspector 9, line 12-14) Explaining

We try to serve the tourists needs as much as we can, but tourists don’t understand We
explain, but they don’t understand, or they don’t want to follow what we recommend.
These will make us feel upset because we try very hard to explain. (; Inspector 10, line 16-
19) Explaining
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No

Theme

Keyword

Quotes

Most tourists that visited the immigration office will try to understand our culture. They
will need to follow Thai culture, such as saying some Thai words like Sa Waddee, Khob
Khun. They will try to use Thai language to communicate. (; Inspector 12, line 3-5)
Learning language/Thai/culture

It is very difficult to communicate, so we seek some helps from others, such as Chinese
tourists who cannot speaking English, and we also cannot speaking Chinese. The tourists
always come with friends, like Chinese student. They know some Thai language, so we call
friends to help us explain. (; Inspector 17, line 2-6) Helping/ Seeking Help

Sometimes they came here with their Thai wife and their wife can speak Japanese language.
We will ask their wife to help us explain. (; Inspector 18, line 4-6) Helping/ Seeking Help
In some case that we cannot communicate and the tourists cannot speak English, we try to
seek help from others to explain. We call the embassy. (; Inspector 10, line 19-21) Seeking
helping

If we noticed that the tourists feel dissatisfied and get mad, we will tell their wife or their
friend to take them out for a while, or just stop conversation. (; Inspector 20, line 5-7)
Seeking help

If I were there, I just told the tourists to come to see me and then I can explain them. (;
Inspector 26, line 3-4) Explaining

Actually, the officer should say anything with “..., please” like “Copy, please.” (, Sub-
inspector 9, line 1)Using full sentences and some expression showing politeness

There was one tourist who didn’t provide us the required document, so we didn’t proceed
with the request. Instead, the tourist complained that our process was so complicated. We
tried to explain why we did so with friendly words and tone of voice expressions; however,
the tourist was still frustrated. Actually, the foreigner had had negative attitude towards our
services. (, Sub-inspector 11, line 2-7) Explain + using expression showing politeness
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Sample of Theme Coding for English-speaking travellers

No | Theme Keyword Quotes
- Checklist I should spend more time learning the language and | speak very little basic Thai. ( Tourist
1. | Practical onlin 1; TR 6, line 2-3) ﬂculture
Solution ) ine I don’t know if you very briefly take a little while to a kind of learning the cultural
information differences. .... ( Tourist 1; TR 6, line 2-3) [CainINGNGNOUAOCARNalCU I ture
i Learning Actualli, lam a iuest in this country, | should learn more Thai. Tourist 1; TR 7, line 7-8)

language/ Thai/culture
- Explaining

I think that it would be helpful instead of having me come in to check all of my documents
that I had, a form or something that they could give me in advance. Then, have a list of
everything they needed. Here is the form that we needed (Tourist 2; TR 2, line 1-4)

.......... and plenty of time that they were helpful explaining what was required for me.
(Tourist 2; TR 5, line 2-3)

.......... because the information that we find online is out of date and different officers also
tell different thing. (Tourist 2; TR 8, line 5-7) OFliCHNTOMMaton

I think they should have more a uniform resources where you can find an accurate update
of information and it will be easy for us to prepare. (Tourist 2; TR 8, line 11-13)

......... so explain about the visa run could be the nice thing. (Tourist 3; TR 5, line 7)

| think there no website to go to for the most current information since the policy changes.
That would be helpful. So, just find the updated websites that updated all the information of
the immigration policy. (Tourist 3; TR 8, line 1-3) ﬁ

.....80 ..er...that was a little confusing and nowhere online that could I find that I need a
photo copy and photo graph, so tough....( Tourist 1; TR 3, line 12-14)

May be explaining a little better. You know explaining me what form I would need.
Explaining me what pages needed to be photo copy. ( Tourist 1; TR 8, line 1-2) EXPIGINNG
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Theme

Keyword

Quotes

| am a tourist may be explaining more and a process will be a little better. ( Tourist 1; TR 8,
line 4-5)

I had no idea that | would need it to the immigration office, so you know maybe a better
website could take care of that. ( Tourist 1; TR 8, line 4-5)

Errr....explaining in depth that the want of the documents you needed, you know again
what form, why, what pages need to be photo copied, what documents need to be brought
in.....( Tourist 1; TR 9, line 1-3)

........ so having an online registration where you can pick a specific to come in. ( Tourist 1;
TR 10, line 5-6)

Interactional

issues

- Perceive

- Understand

- Help/facilitate
- Interaction/talk

- Answering/asking

Err....they do a good job but you don’t want to speak too quickly or use a complicated
vocabulary, just speak simply ( TR 4, line 5-6); understand the interaction

If you cannot, get a Thai friend to come with you and help you. In my case, there is a lady
help me out. | always better to have a local that can speak foreign language. It just make
easier......... ( TR 4, line 6-9) Help the interaction

.....I think they do a good job. I think they speak pretty clearly. ( TR 6, line 1) understand
the interaction

Make sure that tourists understand all. Not just spend 1 or 2 hours looking at each paper
and tell me what | needed. (Tourist 2 TR 3, line 5-6) understand the interaction

I think sometimes | feel that the officers they are unwilling to talk and that even not a
language barrier we have an issue that they are so busy with all documents and stamping
thing that they forget the interaction as an human being who breaths. (LTourist 2 TR 6, line
2-5) interaction/talk

And it will be very nice if they would talk to me a bit more whether it is in English or in
Thai. Just sort of | know what is happening. (RaTourist 2 TR 3, line 5-7) interaction/talk
........... a lot of time when they do speaking, sometimes I want to know did they speak in
English or in Thai, so I taliked to them in English ........... ( Tourist 2 TR 6, line 7-9)
interaction/talk
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Sample of Theme Groupings

Appendix 6

Main theme

1. Process

2. Tourists’ Preparations

3. Language Issues

Sub-coding

Asking questions (LP 1, TR 2,
No.2)

Giving suggestion—teach TR
to prepare the required
documents (LP 1, TR 2, No.3)
Fast and flow—processing visa
(LP 1, TR 2, No.5)

Giving suggestion—teach TR
to prepare the required
documents (LP 1, TR 3, No.6)
Fast and flow—processing visa
(LP 1, TR 3, No.7)

Making appointment (LP 1,
TR 7, No.12)

Providing services—solving
problems (LP 1, TR 8, No.18)
Giving suggestion—teach TR
to prepare the required
documents (LP 1, TR 13,
No.31)

Giving suggestion—teach TR
to prepare the required
documents (LP 1, TR 13,
No.33)

No personal questions—
routines jobs for TIPOs (LP 2,
TR 4, No.2)

Document checking (LP 4, TR
2, No.4)

Tourists” intension—90 report (LP
1, TR 1, No.1)
Well-prepared—preparing
documents (LP 1, TR 2, No.4)
Making lists of the required
documents (LP 1, TR 13, No.32)
Tourists” intension—getting new
visa (LP 2, TR 3, No.1)

Tourists” intension—getting new
visa (LP 3, TR 1, No.1)

Preparing documents ready (LP 3,
TR 8, No.20)

Tourists” intension—extending visa
(LP 4, TR 1, No.1)

Searching information from
websites/ well-prepared (LP 4, TR
2,No.3)

Having 2" plan for the new visa
(LP 4, TR 8, No.13)

Tourists’ intension—report the
address (LP 5, TR 1, No.1)
Well-prepared-preparing required
documents (LP 5, TR 2, No.5)
Preparing documents (LP 5, TR 9,
No.17)

Tourists’ intension—checking
documents before processing visa
(LP 6, TR 1, No.2)

English language ability of
TIPOs (LP 1, TR 10, No.22)
English language ability of
TIPOs (LP 1, TR 10, No.24)
English language ability (LP
1, TR 10, No.26)
Communication factors
affecting interactions—small
office with lots of people and
age of TR (LP 1, TR 11,
No.27)

Communication factors
affecting interactions—small
office with lots of people and
age of TR (LP 1, TR 11,
No.28)

English language ability—
pronunciation and accent of
TIPOs (LP 1, TR 11, No.29)
English language ability of
TIPOs—different levels of
English language ability of
TIPOs (LP 2, TR 9, No.9)
English language ability of
TIPOs (LP 3, TR 3, No.4)
English language ability of
TIPOs—both listening and
speaking skills (LP 3, TR 6,
No.12)
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Sample of Frequency of occurrence of the theme

Appendix 7

accepting the fault, the
process, (2) the different
types of English
pronunciation of TR and
TIPO, (3) the difficulty of
learning accents and
pronunciation for TIPO,
(4) overstay, (5) language
ability of TIPO
HIHIN(10)

(3) feeling welcoming, (4) smooth
process, (5) giving directions to
TR, (6) clear explanation from
TIPO, (7) providing friendly
services [IIINIIIENITINTI(28)
Behaviour in providing
services—(1) being more polite,
(2) having bad emotion, (3) polite
and nice and patient ///(3)

Positive interactions—(1) clear
process and interactions, (2)
satisfying with services and
interactions, (3) friendly and
professional, (4) smiling, (5)
feeling welcoming from TIPO, (6)
better services than other countries,
(7) having nice conversation, (8)
polite and precise conversation, (9)
providing service politely
W TR T (4 2)
Interactions—(1) desire for more
interactions, (2) no interactions, (3)
fine interactions, (4) good
interactions, (5) providing services
with a smiling face, (6) not much
interactions just simple greeting ,
(7) no issues, (8) no smiling and

from TIPOs /

Perceptions Process
TR TIPO TR TIPO
- Needs—want to cross - Satisfying—(1) satisfying with Asking— - Asking questions—(1) asking
border quickly / (1) services, (2) offering help, asking questions relating to passport,
- Understanding—(1) appreciated with the help of TIPOs, information the immigration rules and

regulations, (2) asking for
passport and departure card
e )

- Problems—lack of staffs in
providing services /(1)

- Checking documents—(1)
looking at passport and
stamping, (2) checking details
on passport //HIHI(11)

- Fast and flow—(1) quick
process, (2) not many people,
(3) quick and correct
TN (16)

- Visa run through—(1)
checking passport and taking
photo, (2) stamping passport, (3)
giving passport and departure
card /[MIINININTICLS)

- Trying to get all TR crossing
border guickly—high numbers
of TR /(1)

- Providing help—informative
and overworks for TIPOs,
systemic process //(2)

- Tourists’ claim—long process

(1)
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Appendix 8

Letter to Immigration Office (in Thai)
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