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Abstract

Based on the situation that all non-native English speaking employees have to adopt English as
their functional language, this study aims to investigate the willingness to communicate in foreign
functional language in the multinational environment, based on the operationalization concept of
willingness to communicate that consists of self-perceptions of willingness to use English for
communication, communicative self-confidence, and frequency of using English for communication.
Data was obtained from 257 flight attendants, who are currently working for Taiwan’s international
airline companies, participated in the study. The result shows that there are positive correlations
between the three components of willingness to communicate in foreign functional language. In
addition, Taiwanese flight attendants have less willingness to communicate in foreign functional

language when compare the score with Thai flight attendants.

Keywords: Willingness to communicate, foreign functional language, cross-cultural communication

44



PEE A RT FA 2018 > 5(2) > 44-64
DOI: 10.6587/JTHRE.201812_5(2).0004

Introduction

Language is an indispensable tool that keeps communication running smoothly. In multinational
organizational context, language that facilitates communication among people from diverse cultural
background called functional language (Bordia & Bordia, 2015; Luo & Shenkar, 2006), or sometime
called ‘common language’ (Dawson, Madera, & Neal, 2011), ‘mandated language’ (Neeley, 2012),
and ‘official language’ (Lester, 1994). According to the study of Luo and Shenkar (2006), there are
three kinds of functional language — local language of the subunit, language of the parent company
and the third language (neither parent’s nor subunit’s language).

The present study focuses on using the third language as a functional language. Bordia and
Bordia (2015) adopted the term foreign functional language because it referred to language that was
neither local to host location nor its international branch. Headquarters will elect language that can
be used to support international coordination, and commonly shared by multinational employees.
Generally, the selected language is doubtlessly English. Therefore, most of international organizations
seem to recruit talent who acquires English proficiency in order to reduce communication barrier
among multinational workforces. In addition, previous research opined that functional language could
drive the effective communication between headquarters and subsidiary (Heikkild & Smale, 2011;
Sanden, 2016), and suitable language strategy can fetch several benefits such as facilitate both formal
and informal communication among multinational employees (Feely & Harzing, 2003). However,
Bordia and Bordia (2015) argued that although language strategy is determined by organization, those
who are in managerial position should pay attention to the operational level employees too, since they
are the one who adopt the language policy.

Apart from foreign language proficiency, diverse cultural background of employees is another
factor that has an effect on their willingness to adopt foreign functional language in workplace.
Previous study revealed that employees preferred working with members who had similar
characteristic (Watson, Kumar, & Michaelson, 1993); therefore, they might avoid working with
people who are dissimilar from themselves such as speaking different language. Such working
behavior can hinder group performance and satisfaction (Tannenbaum, 2013). To realize the impact
of diverse cultural background on using English as a foreign functional language in group of non-
native English-speaking employees, airline industry can be a good example to investigate
communication situation, especially the international airline companies that gathering multinational
employees. According to The International Air Transportation Association (IATA), there are more
than 280 airlines operate international flights across the world, which represent 83% of entire air

traffic across the world (The International Air Transportation Association, n.d.). Aircrafts then
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become the places that gathering people from culturally diverse backgrounds. Thus, message
transmission is consequently important because it can bring satisfied outcome. Conversely, failed to
communicate effectively may cause misunderstanding that leads to customer dissatisfaction
(Holmgqvist, Van Vaerenbergh, & Gronroos, 2014), employee conflict (Hinds, Neeley, & Cramton,
2014), even safety concern (Connell, 1996; Sexton & Helmreich, 2000). On the other hand, effective
internal communication can influence positive outcomes like customer’s satisfaction (Holmqvist et
al., 2014), and strengthen organizational achievement (Dawson, Madera, Neal, & Chen, 2014; Pincus,
1986; Saurabh & Chattopadhyay, 2013).

The present study focuses on communication behavior among non-native English-speaking
flight attendants working for Taiwan’s international airlines. Like many international airlines across
the world, Taiwan’s international airlines also assemble flight attendants from various cultural
backgrounds. Therefore, ability to communicate in foreign language, especially English, is required
to ensure the effective and efficient information transmission, which leads to positive work outcomes.
The purpose of this study is to examine the difference of the willingness to communicate in foreign
fictional language between Taiwanese and Thai employees. Additionally, the relationship between
self-perceptions of willingness to use English for communication, communicative self-confidence,
and frequency of using English for communication is investigated respectively, to realize actual

communication behaviors of operational level employees

Literature review and hypotheses development
The willingness to communicate in foreign functional language

Willingness to communicate in foreign language is the core of communication behavior in
second language (L2) situation. The concept was firstly introduced by Macintyre, Dornyei, Clément
and Noels (1998) that it is a “readiness to enter into discourse at a perticular time with a specific
person or persons” (p.547). This behavioural intention could drive individual’s communication
behavior in the actual situation. Early research in social psychology states that individuals are more
possibly to interact with persons nearby when they frequently meet, or have some similar preferences
(Lippa, 1994). Otherwise, adequate self-confidence and competence are required when they interact
with persons with diverse characters; for instance, communicating with people who speak different
language. Apart from that, educational environment (Ellis, 2008), chance to interact in actual L2
environment (Clément, Baker, & Macintyre, 2003; MacIntyre & Charos, 1996; Yashima, 2002), and
proficiency of that language (Holmqvist et al., 2014; Macintyre, et al., 1998) are also considered as

potential influencers of individuals’ willingness to communicate in L2 situation.
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Prior research mostly focused on willingness to communicate of L2 learners (Cao & Philp, 2006;
Chotipaktanasook, 2014; Léger & Storch, 2009; Peng, 2007; Peng & Woodrow, 2010; Ryan, 2009;
Weaver, 2005) on the purpose of trying to improve and develop the best-teaching-and-learning
practice by seeking for the understanding of students’ foreign language learning process. Beyond
classroom context, some scholars conducted the study in actual communication situation like working
environment. The related study reports that employees’ willingness to communicate helps to initiate
favorable communication environment which exchange communication satisfaction in return
(Anderson & Martin, 1995). In service industries, language and communication mean a lot to both
service providers and customers. Customers make decision whether to speak in foreign language
depending on the content that needed to be communicated (Holmqvist, 2011; Holmqvist & Gronroos,
2012). For example, they may express less willingness to use foreign language to communicate while
they encounter with serious situation (e.g. giving testimony to law enforcement agents). Individuals
may need to acquire the adequate level of foreign language competency to ensure that they can
communicate successfully. Insufficient in foreign language proficiency can raise communication
anxiety, reduce confidence and willingness to speak out accordingly. In contrast, the individuals are
likely to communicate in foreign language in more relax situations (e.g. having simple conversation
with friends) because such incidents do not require specific knowledge or skill in order to achieve
smooth communication. This study considers three factors that may influence individual to participate
in foreign language discourse: perception of willingness to use English for communication,

communicative self-confidence and frequency of using English for communication.

Three components of willingness to communicate in foreign functional language

Based on the study of Chotipaktanasook (2014), this study assumes that willingness to
communicate in foreign functional language can be determined by individuals’ perception of
willingness to use English for communication, communicative self-confidence and frequency of
using English for communication. The concept of perception of willingness to communicate is in
accordance with the Theory of Reasoned Action (Ajzen & Fishbein, 1980; Fishbein & Ajzen, 1975).
Assume that attitudes and beliefs are essential factors that determine individuals’ behavior. A positive
attitudes and beliefs will initiate the individual to acquire more confidence, or even behave in
particular manners positively. In contrary, negative attitudes and beliefs tend to stimulus anxiety and
engender negative manners. Apply this concept into the current study, individuals who have positive
attitude toward using English for communication should acquire higher level of willingness to

communicate in English, while people with negative attitude may tend to avoid engaging with English
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conversation, or acquire higher level of anxiety when they need to use English for interaction.
Therefore, this study purposes that perception of willingness to use English for communication should
be considered as one of important components that influence individual to communicate in English.

Communicative self-confidence consists of communication anxiety and perceived
communicative competence. Maclntyre (1994) stated that willingness to communicate is
interdependent with individual’s self-perceived communication anxiety and expertise. While the
individuals show more willing to communicate, especially in foreign language, they tend to engage
in foreign language community, and interact with people who speak different language (Clément et
al., 2003; MacIntyre & Charos, 1996; Yashima, 2002). Willing to use a language can facilitate
individuals to develop greater language communication skill, be able to adopt foreign language more
fluently, and diminish communication anxiety at the same time. Together with positive perception,
self-confidence is expected to strongly drive individuals to adopt foreign language when they
converse with people who speak different language.

Apart from internal factors from oneself, supportive environment is another essential factor that
influence individuals to use certain language for interaction. Socializing in foreign-language-speaking
community will help individuals to develop foreign language communication skill, and frequent interact
with such community would raise the degree of confidence in speaking that language, and reduce distance
between groups (Clément et al., 2003; Macintyre et al., 1998). The more frequent the individuals use
foreign language to communicate with their peers, the higher level of confidence they acquire, willingness
to communicate in foreign language will subsequently increase. Consider that all three components can
represent individuals’ willingness to communicate in foreign functional language. This study
proposes that those components should be correlated with each other.

Hypothesis1: There are positive correlations between perception of willingness to use English
for communication, communicative self-confidence and frequency of using English for

communication.

Communication behavior of Taiwanese and Thai flight attendants

Prior study opined that individuals may be isolated or grouped together depending on some
similar attributes (Lau & Murnighan, 1998). For instance, group members are divided into Japanese
and Taiwanese subgroups because of their nationalities, divided into male and female subgroups
because of genders. Put another way, those boundaries are basically relied on individuals’
demographic characteristics such as age, gender, nationality, language preference, job tenure and so

forth. Although there are some advantages of having group diversity, for example, gaining different
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point of view from members who acquire different knowledge and expertise, and getting shared task
accomplished more completely (Watson et al., 1993); Lau and Murnighan (1998), and Tannenbaum
(2013) argue that the dissimilarity of subgroups can, somehow, reduce group interaction, and raise
team conflict which deter group performance.

Diversity workforces that consist of unequal amount of members can separate member into
major and minor groups, and cause minority members to be discriminated by majority-group
members (Kossek, Lobel, & Brown, 2005). However, majority group does not mean only group that
acquire more members, but also refers to group that contains members who speak language that
categorized in the higher hierarchical structure (Figure 1). For example, Earley and Mosakowski
(2000) investigate communication behavior among 2 Americans and 3 Thais. Consider that English
language is established in the top of the world language hierarchical pyramid. Americans then play
major role in an intercultural communication context although there are less number of Americans
than Thais. To compromise with the team, all members should communicate in English to ensure that

everyone is included into conversation. However, some members occasionally speak in Thai.

big languages:
English Frence

Regional languages (language od the
UN): Arabic, Chinese, English, French,
German, Russian, Spanish

National languages: Around 80 languages serve over
180 nation states
Official language within nation states (and other 'safe' languages):
Around 600 languages worldwide (Krauss, 1992) (e.g. Marathi)
/ Local vernacular language: The remainder of the world's 6,000+ languages \

FIGURE 1 The world language hierarchy. Adopted from “The Future of English.” By C. Davies,
1991, English in Education, 25(3), p.13. Copyright 1997 by The British Council.

Consider nationality and primary language preference as potential attributes that separate
multinational employees from each other, Henderson (2005) raised some concern that different
primary language preference could pose threat to team and trust building. To explain such
circumstance, Bordia and Bordia (2015) proposed the concept of linguistic identity which refers to

“a self-definition based on perceived membership of a linguistic group (e.g., “I am a Spanish
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speaker”)” (p.420). They explain that people who acquire a strong linguistic identity would value
their native language greater than any other language. In addition, previous research reported that
individuals with strong linguistic identity tended to be tightly bonded with their primary language,
and inclined to speak that language regardless of whether they acquired adequate foreign language
communicative competence, or were surrounded by the environment that adopted different language
(Neeley, 2012). Apply this concept into organizational context, communication issue may be raised
because some employees attach themselves too hard with their primary language preference, which
cause them hardly willing to speak other language rather than their native one.

For inflight working environment, the majority of crew members come from Taiwan which is
Chinese speaking community. For Taiwanese crews, although there are team members from other
countries, they may not use foreign functional language since they mostly work with other Taiwanese
crews, and use Chinese as a main communication tool instead of English. Meanwhile, most of Thai
crews do not equip with Chinese communication skill. The only communication option is using
English to interact with Taiwanese crews. Therefore, the present study would like to propose that
Taiwanese and Thai crews will express willingness to communicate in foreign functional language
differently.

Hypothesis 2: There is a significant difference between Taiwanese and Thai flight attendants on

their willingness to communicate in foreign functional language.

Communication behavior of supervisors and subordinates

Discourse with supervisors and peers is an indispensable activity in almost jobs (Kirkman,
Rosen, Gibson, Tesluk, & McPherson, 2002), including inflight working environment. Previous
research indicated that supervisors’ behavior had an effect on subordinates’ work attitudes, motivation
(Downey, Sheridan, & Slocum, 1975), leaders who shared valued resources like time, information
and personal support with subordinates tended to lead efficiency outcomes than who did not (Zellars,
Tepper, & Duffy, 2002). Apply this concept into the current study, consider that inflight managers,
chief pursers, and cabin class leaders are working as supervisors, and the rest of team members are
subordinates; supervisors have responsibility to initiate and maintain favorable working environment
among multinational subordinates. Assume that language is an important tool that facilitate the
communication among team members, those leaders are mostly expected to communicate in
functional language while they are interacting with the juniors, regardless the nationality and primary
language preference. Thus, this study proposes that leaders would express higher level of willingness

to communicate in foreign functional language than subordinates.
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Hypothesis 3: Willingness to communicate in foreign functional language of crew leaders is

significantly higher than crew members.

Methodology
Participants

There were 273 flight attendants participate in the study. However, 16 of them are excluded since
they identified themselves as native English speakers (e.g. American-Taiwanese). Further, some of
data were invalid due to serious missing data. After deduction, there were 257 (n= 257) valid
respondents including 158 Taiwaneses and 99 Thais. All participants were currently working for

Taiwan’s international airline company when they filled in the questionnaire.

Data collecting method

Both online and paper-based questionnaires were sent to the participants regarding to purposive
sampling approach. A link of online questionnaire was sent to the target participants via online
channel such as e-mail, and social media (e.g. LINE and Facebook group); while the paper-based
questionnaires were distributed to the target participants via crew representatives. The participants
would complete the self-report questionnaire measuring their willingness to communicate in foreign
functional language, and provide some demographic information used for data analysis. For
confidentiality concerns, all information will be aggregated so that answers cannot be identified by

individual. The questionnaire consists of one instrument and demographic information.

Measurement

Willingness to communicate in foreign language scale (L2ZWTC). The scale was developed by
Chotipaktanasook in 2014, based on the operational definition that individual’s willingness to
communicate in foreign language should be determined by 1) self-perceptions of willingness to use
English for communication (e.g. ‘I talk to my co-workers in English.”, ‘I communicate
ideas/feelings/opinions in English’), 2) communicative self-confidence (e.g. ‘I’'m not afraid of
making mistakes’, ‘I can say what I want to say in English’) and 3) frequency of using English for
communication (e.g. ‘I use English to communicate with my co-workers’, ‘I use English for simple
interaction’). The 19-item scale was modified from the study of Cao and Philip (2006), Freiermuth
and Jarrell (2006), Leger and Storch (2009), Maclntyre, Baker, Clément, & Conrod (2001) and
Maclntyre et al., (1998). The respondents would rate their LZWTC score based on 5-Point Likert’s
Scale (1 = the lowest score, 5 = the highest score). Cronbach’s alpha of the original study was .891.
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The confirmatory factor analysis (CFA) was conducted to ensure that the scale was proper to use in
the current study. The result also provided support for three-factor model. The goodness-of-fit indices
reflect a strong model (x’ =240.375, P < 0.01; CFI = .945; NFI = 0.912; RMSEA = 0.072). However,
three items were dropped from the scale since the factor loading were pretty low. Totally, there were
16 items included in the final analysis.

Demographic information contains 5 items including nationality, gender, age, job position and
tenure. Among those items, nationality and job position will be put in data analytical approach in
order to find out whether they are potential attributes that have an impact on willingness to
communicate. Apart from that, the information will be used to describe the overall characteristic of

all participants.

Results
Descriptive statistics

All 273 flight attendants in Taiwan’s international airlines participated in the research. As
mentioned previously, some of them were excluded from the study. Further, all male respondents
were excluded from the final analysis since they could not represent overall male flight attendants.
After deduction, there were 257 female flight attendants including 158 Taiwanese and 99 Thai crews.
The summary of demographic information showed that 109 (42.4%) of flight attendants had age
ranged between 23-27 years old. For information related to work, 121 (47.1%) of participants worked

as a position of cabin attendant; 138 (53.7%) of them had tenure ranged between 1-3 years.

Correlations between three components of willingness to communicate in foreign functional language

A correlation analysis was conducted to assess the association among self-perceptions of
willingness to use English for communication, communicative self-confidence, and frequency of
using English for communication. As shown Table 1, there were positive correlations between those
three components. Self-perception of willingness to use English for communication is positively
correlated with communicative self-confidence and frequency of using English for communication.
Thus, Hypothesis 1 is supported, confirming that those three components can represent willingness

to communicate in foreign functional language of target population of the current study.
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Table 1.
Correlations among 3 components of willingness to communicate in foreign functional language
1. 2. 3
1. PerofWTC 1
2. Confidence 563" 1
3. Frequency A1T 3777 1

Note: Perof WTC = self-perception of willingness to use English for communication, Confidence = communicative self-

confidence, Frequency = frequency of using English for communication, " p < 0.01

Flight attendants’ willingness to communicate in foreign functional language

Table 2 shows the overall mean (3.85) of respondents rating on level of willingness to
communicate in foreign functional language. According to the data collected from respondents, it can
be interpreted that flight attendants show self-awareness to use English for communication in
workplace since they rate themselves that they are ‘willing’ to communicate in English. However,
neutral scores from Competence and Frequency dimensions inform that those flight attendants may
feel anxious or lack of confidence while they need interact with their peers in English. Assume that
most of flight attendants are Taiwanese, they may choose to communicate in Chinese rather than

English while working; therefore, chance to speak English is decreased accordingly.
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Table 2.

Respondents’ level of willingness to communicate in foreign functional language

items M Interpretation

1 4.17

4.04
PerofWTC
4.17

DOwoN

4.07

Overall PerofWTC 4.11 Willing

—_

3.69
3.88
3.70
3.46

Confidence
3.83

0 9 N »n b

3.93
10 3.45
11 3.61

Overall Competence 3.69 Neutral

1 4.04

3.93

Frequency
4.04

AW N

3.65

Overall Frequency 391 Neutral

Overall L2ZWTC 3.85 Neutral

Note: Item Confidence 2, 3 and 9 were excluded from the current study due to low factor loading

Nationality and willingness to communicate in foreign functional language

Taiwanese crews rated their LZWTC score on average mean of 3.7282 with a standard deviation
0f 0.5218, whereas Thai crews’ score were reported on average of 4.0524 with standard deviation of
0.39947. The result shows that Thai crews have higher level of willingness to communicate in foreign

functional language in their workplace than Taiwanese crews (Table 3).
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Table 3.

Mean and Standard Deviation separated by nationality of respondents

Nationality N Mean Std. Deviation
L2WTC Taiwanese 158 3.7282 52158
Thai 99 4.0524 .39947

In order to find out whether there is statistically difference of level of willingness to
communicate in foreign functional language between Taiwanese and Thai flight attendants, an
independent-samples t-Test was applied. The finding showed that there were significant differences
in Taiwanese subgroup and Thai subgroup in all three dimensions (Table 4). Thus, Hypothesis 2 is
supported. The obtained results showed that there was a significant difference on PerofWTC
dimension between Taiwanese (M = 3.7282, SD = 0.52158) and Thai (M = 4.0524, SD = 0.39947)
conditions; t(255) = -5.287, p < 0.001; Confidence dimension, Taiwanese M = 3.6210, SD = .59363)
and Thai M = 3.8081, SD = .42533) conditions; t(250.39) = -2.936, p < 0.01; and Frequency
dimension, Taiwanese (M = 3.7009, SD = .62426) and Thai (M = 4.25, SD = .60293) conditions;
t(255) = -6.952, p = 0.000. The findings can be interpreted that nationality does have an effect on
crew’s willingness to communicate in foreign functional language. Taiwanese crews tend to express

less willing to communicate in English compare to Thai crews.

Job position and willingness to communicate in foreign functional language

Consider that chief pursers, inflight managers and cabin class leaders are supervisors.
Supervisors rated their LZWTC score on average mean of 3.7326 with a standard deviation 0f 0.5592,
whereas subordinates score were reported on average of 3.8852 with standard deviation of 0.48328.
The result shows that subordinates have higher level of willingness to communicate in foreign
functional language in their workplace than supervisors (Table 5). Thus, hypothesis 3 is rejected.

An independent #-Test was run to compare mean scores of LZWTC scale for supervisors and
subordinates. The finding showed that there was significant difference in the score for Frequency
dimension between supervisors (M = 3.6528, SD = .61892) and subordinates (M = 3.9815, SD
=.66839) conditions t(255) =-3.261, p <0.001. Whereas, there was no significant difference between
supervisors and subordinates in PerofWTC and Confidence dimensions (Table 6). The results suggest
that supervisors and subordinates acquire similar level of perception of willingness to use English for
communication and communicative self-confidence, but subordinates are frequently using English

for communication in workplace than supervisors.
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5(2) > 44-64

Independent Sample t-Test Comparing Taiwanese and Thai flight attendants on willingness to

communicate in foreign functional language

Taiwanese Thai t-Test
M SD M SD
Self-perception ofwillingnessto 39699 79527 43434 58422 -4.039™"
communicate in English
Communicative self confidence 3.6210 .59363 3.8081 42533 -2.936™
Frequency of using English for 3.7009 .62426 4.2500 .60293 -6.952""
communication
Overall 3.7282 .52158 4.0524 3.9947 -5.614™
“p<.001, “p<.01,n=257
Table 5.
Mean and Standard Deviation separated by job position of respondents
Position N Mean Std. Deviation
L2WTC Supervisors 54 3.7326 .55920
Subordinates 203 3.8852 48328
Table 6.
Independent Sample t-Test Comparing supervisors and subordinates on willingness to
communicate in foreign functional language
Supervisors Subordinates t-Test
M SD M SD
Self-perception of willingness to 30861 .86250 4.1478 70603 -1.424
communicate in English
Communicative self confidence 3.6458 .63680 3.7057 51482 -.720
Frequency of using English for 36528 61892  3.9815  .66839 -.3261"™
communication
Overall 3.7326  .55920 3.8852 48328 -1.992™

*

~p<.001, " p<.01,n=257
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Discussion

This study contains several findings relevant to the understanding of actual
communication behavior of flight attendants working for Taiwan’s international airline
companies. First, the results indicated that nationality is a key attribute that influences crews’
communication behavior, while job position does not. Divided into Taiwanese and Thai
subgroups, Taiwanese crews express less willingness to communicate in foreign functional
language than Thai crews.

Second, Law and Murnighan (1998) and Turner (1985) stated that the multiple alignments
of certain attributes tend to enlarge when member increases. The greatest impact tends to be
created when group is bifurcated by single attribute. Thus, nationality, which apparently
distinguish crews depending on their primary language preference, can be implied as the
strongest invisible boundary that divides flight attendants into subgroups, which each group
consists of many members. On the other hand, there are less members when individuals are
divided by job position. They may not be magnetized with people who acquire similar position
since they possibly work separately in the actual working environment (e.g. 2 cabin leaders
work in different cabin class). As a result, job position failed to influence actual communication
behavior due to insufficient amount of members.

Third, according to the world language hierarchy pyramid, the present study considers
Taiwanese crew members as the majority group member of overall crew members, either from
number of crews or language hierarchy aspect. In consequence of being mostly surrounded by
Chinese speaking community, Taiwanese crews tend to speak Chinese rather than English.
Thus, they express less willingness to communicate in foreign functional language than Thai
crews. On the contrary, most of Thai crews can communicate only in English, so they barely
have no other alternative ways to speak out, but try their best to communicate with their fellow

crew members.
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Implication

This research provides some implications for organizational practice on the purpose of creating
decent communication climate in workplace, and obtaining positive communication outcomes. First,
employees’ language preference can shape how they express and interact with others. The results
provided the evidence that individuals’ willingness to communicate in foreign functional language
seemed to be stimulated by their working environment. Put another way, Taiwanese crews might
likely communicate in Chinese rather than English since they mostly work with Taiwanese crews. As
a result, their willingness to communicate in English might be reduced accordingly.

Second, overall participants showed ‘somewhat’ willing to communicate in English, which in
turn suggested that the organization should consider how to develop communication strategy in order
to reduce sense of being dissimilar among multinational employees, so that efficient communication
environment can be created. A friendly and supportive communication atmosphere can help
employees to socialize and overcome language challenges, which are frequently found as a hidden
problem among multinational workforces (Marschan, Welch, & Welch, 1997). Neeley (2012) stated
that all employees should acknowledge that they should work together to eliminate the hindrance of
cross-lingual communication. Thus, neither Taiwanese nor Thai flight attendants are excluded from
the challenge.

Consider how to develop and improve communication environment in workplace, there are some
suggestions provided as follow. First, amend language policy, it is important to clarify which language
will be used as functional language, and create communication environment that use such language
accordingly. For example, all documents or announcements should be generated in English if it is
selected to be used as functional language. In addition, if the management team decide to apply more
than one functional language (e.g. Chinese and English) since most of employees are Chinese
speaking people, so using Chinese as a communicating tool is sometime inevitable. Then, it is also
important to use both languages equally; for instance, use both Chinese and English in any
announcement or shared information in workplace. Avoid using just only single language, because it
can make employees who speak different language feel discriminated, and hinder positive outcome
of communication.

Second, implement the related training courses such as language enhancement program to
strengthen crew members’ perception of using English as functional language, and encourage them
to adopt such language in actual working situation. Such training programs could help them to
improve their communication skill, and achieve greater language proficiency. Apart from that,

materials which raise international attitude of employees should be applied during the training process
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as well since self-awareness of international affair can stimulate individuals’ willingness to
communicate in foreign language (Yashima, 2002; Yashima, Zenuk-Nishide, & Shimizu, 2004). On
the other hand, consider that organization adopts Chinese as a functional language along with English,
and most of foreign crews do not acquire sufficient Chinese communication skill. Then, Chinese
training program should be provided periodically to those foreign crews in order to provide them
alternative communication equipment. In sum, those training programs should be conducted in the
purpose of creating a pleasant communication environment which help employees to minimize their
anxiety, and gain more confidence to speak to speak functional language.

Third, in order to create working environment which enhance employees to speak English as
their functional language, manpower scheduling practice should be adjusted. Lau and Murnighan
(1998) opine that conflict is most possibly created when people are separated by single attribute, then
rearrange or change the way to group flight attendants onboard may help. When group is highly
heterogeneous (e.g. having 2 Taiwanese, 1 Vietnamese, 1 Japanese, and 1 Thai crews), a chance that
speaking-the-same-language crews group together should reduce accordingly. In accordance with
such manpower assignment, crew members may express more willingness to use English for
communication in workplace.

Forth, consider that leader have motivational effect on subordinates’ behaviors and values
(Waldman et al., 2006), leaders’ communication behavior is another potential factor that impacts on
how to shape communication in workplace. Apart from language training, those who are working as
supervisor (e.g. chief pursers, inflight managers and class leaders) should play role as English
speaking influencers. In addition, getting foreign flight attendants promoted as supervisors may be
another strategy that can stimulus using English as functional language in work place, assume that
those foreign crew members are more willing to communicate in functional language. Using English
for communication in workplace may consequently increase, and facilitate smooth communication

environment.

Limitations and Suggestion for Future Research

Although the current study points out that nationality is a potential factor that influence flight
attendants’ willingness to communicate, there are some limitations and suggestions that should be
indicated as reference for further study. First, the present study lacks of diversity of genders and
nationalities of flight attendants. All male crews were disbarred from the study because insufficient
numbers of male respondents cannot represent overall male crews’ communication situation.
Whereas, only 2 nationalities — Taiwanese and Thai are included in the study. However, there are
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flight attendants from other countries rather than these 2 (e.g. Japan, Vietnam, South Korea, etc.).
The results might not be consistent when compare with different group of populations. Second,
expected that all crews should be able to understand English since it has been used as a shared
language, only English version of questionnaires were distributed to the target participants. In fact,
higher response rate is predicted if the questionnaires are translated into both Chinese and Thai. Third,
further experimental study should be conducted in order to find out what is the best communication
practice for employees. For example, providing continuously English class to strengthen crews’
English communicative skill, and providing Chinese training class for foreign crew members in order
to help them equip with alternative communication tool. Further, as a consequence of providing
language training, future study may focus on finding whether the training program can create a
pleasant communication environment. In accordance with previous suggestion, future study may also
focus on whether the arrangement of more diverse crew members on board can diminish feeling of
being isolated, and increase chance to communicate in English in their working environment.

As aresult of exploring actual communication behavior of flight attendants, it can be concluded
that culture related attribute significantly impact on how employees express and communicate with
their colleagues. Organizations and employees are all responsible for working together so that they
will be able to deal with language challenges, and equip with better communication tool which leads

to effective multinational collaboration.
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