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Abstract

The purpose of this research was to study Conflict management style with
the chief of staff of Thai and German Cabin Crews of Lufthansa, including comments
toward the communication competence of the chief of staff and organizational culture.
Questionnaire were used to collect data from sample group of 160 Thai and German
Cabin Crews of Lufthansa German Airlines, routing Bangkok-Frankfurt (Germany) ; 60
Thai and 60 German Cabin Crews. Percentage, means, t-test and Pearson’s Product
Moment Correlation Coefficient analysis were used to analze data through SPSS
computer program. The results of this research indicated that

1. The personal data of most of Cabin Crews,such as nationality,sex,educational
level have an effect toward Conflict management style with the chief of staff

2. The comments toward the communication competence of the chief of staff of
Cabin Crews and their working period have no correlation with Conflict management
style with the chief of staff

3. Working period and nationality of Cabin Crews have no correlation with idea
toward communication competence of the chief of staff |

4. Most of Thai Cabin Crews of Lufthansa German Airlines can go along very

well with organizational culture rather than those of the German
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(Hofstede, 1980;1991 #stlalu Ting-Toomey ,1991 :68)
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14 Ting-Toomey, 1999 : 69-71)
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Monge, Dillard uas Eisenberg (Jablin, et al., 1994: 2) WWATNAINITOLT
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wanufianela (Satisfaction) vFBANELelA (Comfort) teegidnanegluimusss
Tnindusidnaudwinlunsaeans (Gudykunst, Wiseman Wwas Hammer, 1997

Torbiorn, 1982 #19dalu Kim, 1989: 278)
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NIARNUIN N.

Cover Letter

Department of Communication and
Information Technology
Faculty of Communication Arts

Dhurakijpundit University

April 2003,

Dear Participant,

| am a graduate student under the direction of Dr. Pat Chatiketu in the Faculty of
Communication Arts at Dhurakijpundit University, Bangkok, Thailand. | am conducting a
research study to investigate intercultural management styles among Thai and German

in a multinational working environment as a part of my Master’s thesis.

| am requesting your participation, which will involve filling a questionnaire that
will not take much of your time. Your participation in this study is voluntary. If you choose
not to participate or to withdraw from the study at any time, there will be no penalty, it will
not affect your work. The questionnaire is completely anonymous. The results of the

study may be published but your name will not be known.

If you have any questions concerning the research study, please call me at

am_mill@yahoo.com or Dr. Pat Chatiketu at chatiketu@hotmail.com.

Return of the questionnaire will be considered your consent to participate. Thank you.

Sincerely,

{Chiraporn Rattanathorn)
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NIANUIN 9.

Questionnaire

Section | : Demographic Data

Instructions : Indicate your answer to each of the following questions

1. Nationality 1. Thai 2. German

2. Gender 1. Female 2. Male

3. Age

4. Education Level 1. High school 2. Bachelor's degree 3. Master's degree
4. Other

5. Your duration of employment with present airline year (s) month (s)

Section H : MODE - Conflict management style
Consider situations in which you find your supervisor does not state his/her wishes

clearly. How do you usually respond to such situations?

Instruction: On the following pages are several pairs of statements describing possible
behavioral responses. For each pair, select the "A" or "B" statement which is most

characteristic of your own behavior.

In many cases, neither the "A" nor the "B" statement may be very typical of your

behavior; but please select the response which you would be more likely to use.

6. A. There are times when | let others take responsibility for solving the problem.
B. Rather than negotiate the things on which we disagree, | try to stress those
things upon which we both agree. b

7. A. ltry tofind a compromise solution.

B. |attempt to deal with all of his and my concerns.



8.A. | am usually firm in pursuing my goals.

B. I might try to soothe the other's feelings and preserve our relfationship.

9.A. | try to find a compromise solution.

B. | sometimes sacrifice my own wishes for the wishes of the other person.

10. A. | consistently seek the other's help in working out a problem.

B. | try to do what is necessary to avoid useless tensions.

11. A. | try to avoid creating unpleasantness for myself.

B. | try to win my position.

12. A. | try to postpone the issue until | have had some time to think it over.

B. | give up some points in exchange for others.

13. A. 1 am usually firm in pursuing my goals.

B. | attempt to get all concerns and issues immediately out in the open.

14.A. | feel that differences are not always worth worrying about.

B. | make some effort to get my way.

15.A. | am firm in pursuing my goals.

B. I try to find a compromise solution.

16.A. | attempt to get all concerns and issues Immediately out in the open.

B. I might try to soothe the other's feelings and preserve our relationship.

17.A. | sometimes avoid taking positions which would create controversy.

B. | will let him have some of his positions if he lets me have some of mine.



18.A.

18.A.

20.A.

21.A.

22.A.

23.A.

24 A,

25.A.

26.A.

27.A.

| propose a middle ground.

. | press to get my point made.

| tell him my ideas and ask him for his.

. 1 try to show him the logic and benefits of my position.

| might try to soothe the other's feelings and preserve our relationship.

. | try to do what is necessary to avoid tensions.

| try not to hurt the other's feelings.

. | try to convince the other person of the merits of my position.

[ am usually firm in pursuing my goals.

. I try to do what is necessary to avoid useless tensions.

If it makes the other person happy, | might let him maintain his views.

. I'will let him have some of his positions if he lets me have some of mine.

| attempt to get all concerns and issues immediately out in the open.

. | try to postpone the issue until | have had time to think it over.

| attempt to immediately work through our differences.

. 1 try to find a fair combination of gains and losses for both of us.

In approaching negotiations, | try to be considerate of other person's wishes.

. | always lean toward a direct discussion of the problem.

| try to find a position that is intermediate between his and mine.

. | assert my wishes.

112
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28.A. | am very often concerned with satisfying all our wishes.

B. There are times when [ let others take responsibility for solving the problem.

29.A. If the other's position seems very important to him, | would try to meet his wishes.

B. | try to get him to settle for a compromise.

30.A. | try to show him the logic and benefits of my position.

B. In approaching negotiations, | try to be considerate of the other person's wishes.

31.A. | propose a middle ground.

B. | am nearly always concerned with satisfying all our wishes.

32.A. | sometimes avoid taking positions which would create controversy.

B. If it makes the other person happy, | might let him maintain his views.

33.A. | am usually firm in pursuing my goals.

B. | usually seek the other's help in working out a solution.

34.A. | propose a middie ground.

B. | feel that differences are not always worth worrying about.

35.A. | try not to hurt the other's feelings.

B. | always share the problem with the other person so that we can work it out.

Section lll : Communicator Competence

Instructions: In this series of questions we would like you to describe how your
supervisor communicates. Think about his/ her behavior in general, rather than about
specific situations.

In responding to the statements below, please indicate whether you:



1. Strongly disagree

2. Disagree

3. Neutral or don't know
4. Agree

5. Strongly agree

36. My supervisor has a good command of the
language.

37. My supervisor is sensitive to others' needs of the
moment.

38. My supervisor typically gets right to the point.

39. My supervisor pays attention to what other people
say to him or her.

40. My supervisor can deal with others effectively.

41. My supervisor is a good listener.

42. My supervisor's writing is difficult to understand.
43. My supervisor expresses his or her ideas clearly.
44, My supervisor is difficult to understand when he
or she speaks.

45. My supervisor generally says the right thing at the
right time.

46. My supervisor is easy to talk to.

47. My supervisor usually responds to messages.

(memos, phone calls, reports etc.) quickly.

Strongly disagree

—

N Disagree

NN NN

w Neutral or don't know

w

w w W w w

& Agree

B e L - N
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Section llll : Please state your feelings toward the following statements whether you:

48.
49.
50.

51.
52.
53.

1. Strongly disagree
2. Disagree

3. Neutral

4. Agree

5. Strongly agree

@

L

(@)

©

(24

2

> 8 =

O-’ —

s § 5 8

= e [} D

7] 0 g <
| feel nervous when | interact with my supervisor. 1 2 3 4
| am happy when | am on duty. 2 3 4
| consult with my colleagues of the same 1 2 3 4
nationality when | face a problem.
| can handle my colleagues without any stress. 1 2 3 4
I feel homesick when | am on duty. 1 2 3 4
| can socialize with my foreign colleagues well. 1 2 3 4

How would you characterize an average immediate boss that you have worked

with?
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