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ABSTRACT
The main obj ective of this study is to study, describe and analyze the current
situation of Logistics Departments of Armed Forces Research Institute of Medical
Science (AFRIMS) in terms of communication, coordination, support system and job
performance.
In order to analyze the current situation of Logistics Department on
communication, coordination, support system and job performance in Logistics
Department, the researcher used the quantitative analysis and qualitative analysis of
the data collected in this study. For quantitative analysis, the researcher used the 41
questionnaires distributed to all Logistics members. For qualitative analysis, the
researcher conducted the group interview and observation of 14 respondents by
separated the group according to the section that the respondents work for. Also the
researcher proposed the organization development intervention progran1 and expected
outcome on communication, coordination, support system and job performance of
Logistics Departmep . They are presented in chapter 4.
The results of this study show that Logistics Department of AFRIMS is facing
with the problem of language barrier and cross culture communication on
communication, there is low coordination among the team they just perform their
task without sharing their experience to others. There did not following the process of
work, there is no standard work process and these create problems in job
performance.
As the problems in Logistics Department which are communication,
coordination, support system and job performance, the researcher recommends the
Logistics Department continue the intervention program. In order to solve the

problem for long term and people become aware of their mistake and have more
discipline while working. According to the findings on current situation, the
researcher found out the cross culture communication issues. The researcher also
recommends Logistics Department to study culture of Logistics members in order to
understand people from different cultures which are Thai civilians and US military.
This is for people to be able to work together more smoothly and the department can
develop and move to the next level easily.
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CHAPTERl
The Problem
1.1

Generalities of the Study
1.1.1

Background of the Study

Nowadays, most organizations around the world are focusing on
organizational development, which is the management from internal. This is to be
alive in this changing world. The world is changing rapidly and the competitors
increase a lot. To earn the Gredibility for the organization is to create trust from inside
out to the people outside. The resource is very important part to make the organization
successful. People who work in the organization have different characteristics, there
are differences in background that include education background. To be successful
they need to focus on an effective communication as open communication,
collaboration and to work as a team and to create trust with people in team and
organization.
United States Army is different from others organizations. While it is one that
is centralized under a chain of command and con rol, th..ey have unique and their own
characteristic. It is recognized that the US. Army has a hierarchy level in the
organization but there is decentralized power for the chief of the department and
section that enables them to make the decision. For example, Chief of Logistics
Department has authority to order the supplies office, medical equipments and all
purchase requests in organization.
1.1.2

Global Context

United States Army is the branch of the United States armed forces
responsible for land-based military operations. It is the largest and oldest established
branch of the U.S. military and is one of seven uniformed services. United States
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Army is the most technologically advanced and most powerful army in the world. The
modern Army has its roots in the Continental Army which was formed on 14 June
177 5. The primary mission of the Army is to "provide necessary forces and
capabilities in support of the National Security and Defense Strategies." Control and
operation is administered by the Department of the Army, one of the three service
departments of the Department of Defense. The civilian head is the Secretary of the
Army and the highest ranking military officer in the department is the Chief of Staff,
unless the Chairman of the Joint Chiefs of Staff or Vice Chairman of the Joint Chiefs
of Staff are Army officers. The Regular Army reported strength of approximately
549,153 soldiers as of 28 February 2009. The Army National Guard (ARNG) reported
352,000 and the United States Army Reserve (USAR) reported 189,000, putting the
approximate combined component strength total approximately 1,088,000 soldiers.
Walter Reed Army Institute of Research (WRAIR) is a part of the US Army to
conduct and development in biomedical research. WRAIR's focus on research for the
soldiers which affects all aspects of its operations because military medical research
priorities differ from those o the civilian sector. WR,;\IR scientists have a unique
understanding of military operations and environments, including the stresses and
exposures troops encounter and the performance requirements of a deployed military
force. Despite WRAIR's focus on the military, its research has been used to solve
nonmilitary medical problems around the world. Its history is filled with the lifesaving or life-enhancing discoveries of distinguished scientists. The following are
statements of vision, mission and goals of WRAIR:
WRAIR Vision
•

Be the premier DOD biomedical research organization, constantly relevant,
integrating basic research and advanced technology that protects, projects, and
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sustains the warfighter today, invents global medical solutions for the future,
and keeps the warfighter on point for the Nation.
WRAIR Mission
•

Conduct biomedical research that is responsive to DOD and U.S. Army
requirements and delivers life saving products including knowledge,
technology, and medical materiel that sustain the combat effectiveness of the
warfighter.

WRAIR Goals

•

Be the warfighter' s choice for military medical research, fulfi ling the needs of
the DOD.

•

Ensure that our organization and business practices are flexible , dynamic, and
agile in order to respond to medical requirements in support of traditional and
non-traditio,nal Defense missions throughout the world.

•

Enhance professional and personal development to keep our people competent
and relevant. Gain a competitive edge in our unique core capabilities in
support of evolving Defense health needs and missions through empowerment
ofindividuals and collective excellence.

•

Embrace new technologies to speed the delivery of life saving products to the
warfighter.

From the above statement of vision, mission and goals of WRAIR, it shows that this
unit focuses on the biomedical research and enhancing professional and personal
development to produce the high quality of the biomedical and embrace new
tec~nologies

to speed the delivery of life products to the warfighter. Also today,

WRAIR is inventing global medical solution for the future.
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1.1.3

Regional Context

For regional there are Japan, Korea, Nepal, Singapore and Vietnam for the
unit to support and work on laboratory and they are under the control of WRAIR.
There are differences in characteristics and duties in each unit. For example Korea is
the support unit for other units in Asia. They are responsible for test, measurement
and certify the medical equipment and all test, measurement, diagnosis equipment that
are used for working on the biomedical research in the laboratory. For Nepal and
Vietnam is working on biomedical research as the AFRIMS in Thailand do. Also
there are some sites of the AFRIMS Thailand that are located in these countries.
1.1.4

National Context

Armed Force Research Institute of Medical Science (AFRIMS) is a part of the
US Army. This is the organization that has to do with the biomedical research in
Thailand and also it is the largest one in Asia. Based on the mandated work, their
activities are focus on research for the vaccine and medicine to cure the diseases. In
this organization there are mixed cultures between American and Thai with English as
the center language that is used for communication in A~RI MS.
1.1.5

Organization Background/Profi e of the Organization

The Armed Forces Research Institute of Medical Sciences (AFRIMS) traces
its origin to the year 1958 when a group of scientists from the United States and
Thailand undertook a joint study of the cholera epidemic in Thailand. The Southeast
Asia Treaty Organization (SEATO) recognized the significance of the cholera
problem and established the SEATO Cholera Research Laboratory in 1959. Although
initially tasked to conduct scientific research on various aspects of the cholera
epidemic, the laboratory's mission was expanded in 1961 to include research on other
tropical diseases and renamed the SEATO Medical Research Laboratory. The
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laboratory became the AFRIMS upon dissolution of SEA TO in 1977 and today
operates as a joint American - Thai military medical research venture. It is comprised
of both US and Royal Thai Army components. Overall command rests with a Royal
Thai Army officer of flag rank. The US component functions as a special foreign
activity of the Walter Reed Army Institute of Research (WRAIR) in Washington,
D.C. and of the US Army Medical Research and Materiel Command (USAMRMC).
(http://www.afrims.org)
AFRIMS Thai Component

The Thai component of AFRIMS is a subordinate command within the Royal
Thai Army Medical Department (RTAMD). The Director General, the organization's
senior military officer, heads the collaboration. Within the Thai context, AFRIMS
responds to the directed research needs of the RTAMD, which, among other things,
includes the collaborative activities with our US counterparts focusing on infectious
diseases of military and public health importance. Also respond to the research needs
of the RT AMD in areas such as military occupational health, environmental health,
preventive medicine and health promotion. Beyond our in-house research activities,
we participate in collaborative research with domestic and international partners. We
are proud of the progress and the contributions that we have made throughout our
successful history as a research institute. The Thai component of AFRIMS is
organized into three divisions: Administrative, Research and Analysis. The
Administrative Division is responsible for logistics, correspondence, personnel,
budgeting/ finance and transportation. The Division of Research conducts clinical,
epidemiological and laboratory studies stressing infectious threats of military
importance including HIV/AIDS, malaria, scrub typhus, diarrheal diseases, and
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sexually transmitted diseases. The Division of Analysis primarily monitors health
issues other than infectious diseases that could adversely affect military operations.
This division is also tasked with providing laboratory services and laboratory animals
to support biomedical research. (http://www.afrims.org)
AFRIMS - US Army Medical Component

The Armed Forces Research Institute of Medical Sciences' United States Army
Medical Component conducts cutting-edge research and development in collaboration
with a multitude of government, academic and industrial partners. Throughout
Southeast Asia, AFRIMS researchers endeavor to develop and evaluate diagnostic
tests, vaccines and drugs that will enhance medical prevention and care fo r tropical
infectious diseases of military importance. AFRIMS personnel provide ongoing
support and expert medical guidance to military planners within the region. The staff
routinely supports Cobra Gold and Balance Torch, joint US-Thai military exercises,
by surveying diarrheal diseases, presenting lectures to medical units, and providing
current epidemiological data to personnel responsible for preventive medicine. The
organization' s record in supporting recent major deployments "ncludes Operations
Desert Storm, Restore Hope, and Unified Assistance (tsunami relief) .
(http://www.afrims.org)
1.1.6

Current Situation

There are problems in Logistics Department. They have a problem in
communication with each other in the department. Logistics members do not trust
each other. As Logistics members are separate into groups, they are different in their
attitude. So, they just talk to the members in their group. They are not share the idea
and information to other members outside their group. They are afraid other members
from the other group will take the benefit from them. Also language is one of the
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problems in communications. Some do not understand English language. So, they
avoid to speak out on what exactly need. Coordination and teamwork are not
performing well. Logistics members in the department do not want to work together
as a team. Some are independent and do not work with others otherwise working with
people in the same department and section. Logistics members do not understand each
other and they do not want to support and collaborate with the team. Logistics
Department in AFRIMS has faced the problem about this variable. AFRIMS and
logistics department is the mixed cu1tures between US. Militarily and Thai civilians
who work together. There are differences in culture, professional background,
education, perception and language. These variables make the logistics department
get many complaints from other departments and section in organization about the
performing of work not being effective.
R071f.
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Organization Structure

~~~~~

RESEARCH
DEPARTMENT

ACTING DEPUTY COMMANDER

-SUPPLY
-MEDICAL MAINTENANCE BRANCH
-FACILITY
-MOTOR POOL
-LOG.ADMINISTRATION
DEPT. OF ENTOMOLOGY

·Global Emergi ng Infections System (GEIS)

Figure 1.1: AFRIMS Organization Structure

The Armed Forces Research Institute of Medical Sciences (AFRIMS) is
housed in four multi-storied buildings with more than 250,000 square feet of available
space and a staff of 450 people. The space is provided and owned by the Royal Thai
Army. AFRIMS conducts research, serves as a regional reference lab, and conducts
surveillance for potential emerging diseases at high-risk, endemic sites. AFRIMS is a
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BLS-II/III laboratory divided into three divisions in the Thai component and six
departments in the US component. The laboratory has highly trained investigators and
many unique laboratory methods for the diagnosis of rickettsial diseases, malaria,
dengue, diarrheal diseases, HIV, and flaviviruses. Laboratory staffs look for the
emergence of new pathogen strains, and resistance patterns which pose threats to
military and civilian personnel. (http://www.afrims.org)

Logistics Department is the area in :(ocus this research. So the researcher lists
the chart of the depart ent as below.

Figure 1.2: Logistics Department Structure
Logistics Department
Logistics Department is the focus of this research. Logistics Department is the
department that supports all departments and sections in the organization. Logistics
Department has about 41 employees divided into 4 sections. First is supply; this
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section supports all materials, office supply and medical equipment including parts
and all accessories for the organization. Second, Medical Maintenance Branch is the
section that is responsible for test, diagnosis, measure equipment in organization and
also facility in filed site. Third, Facility is the section that supports for all facilities in
AFRIMS. Forth, Motor Pool is the section responsible for all transportation of the
people in AFRIMS such as transportation to filed site in other provinces. Fifth, Glass
Wear section is responsible for cleaning all glass wears used in the laboratory for
experiment. All these sections 7do not perform well because there are have some
problems in communication, coordination, support system and job effective in the
department.
1.1.7

SWOT Analysis

To explain the overall situation of Logistics Department in AF! IMS, the
researcher used SWOT analysis as a methodology to identify and describe the
intricate on the internal and external environment of Logistics Department under the
study.

TmASSUMPTIONUNIVERSITYLlRRA"RY

Figure 1.3 SWOT Analysis
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Strengths

Based on the staffing patterns of the Logistics Department, the depaiiment is
staffed specialists as technicians. The organization has the allocated budget for them
to have training both locally and oversea. Mostly the training course is done in USA.
These are done to keep the standard and upgrade in work performance of the people
in the department. Logistics succeeds in providing all services for the researcher and
achieve ability and suppo1i for medical esearch within local and global research area.
Weaknesses

The unit is composed of USA and Thai staffs but there is a lack of
communication among themselves in the depaiiment. They have been observed to be
close-minded, they avoid to speak out. In tasks where they are to work together, they
do not coordinate with the members of the depaiiment. Mostly, they only perform
their task. Some imes, they do not follow the process of work. Logistics has spanned
the field sites to the different area and various locations, these are the cause of lost
control in communica ·ion and it can create misunderstanding. Also language barrier
is the problem between native speakers and non native speakers. There are conflicts
because the subordinates misunderstand what their supervisor needs. These are
affecting the process and performance of work.
Opportunities

Logistics Depaii ment is the department that has the potential to embrace new
technologies. It makes employees work toward to the objective by creating
willingness to work. As logistics personnel is the man who works for supports and
services for all depa1iments in AFRIMS. So, some logistics personnel have no
computer of their own. This crates the problem of miscommunication and service
delay. They should allow every logistics personnel to access to wireless or any sorts
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of technology channels. For example, cell phone or PDA phones to use push up mail
service. They should be provided with the training in order to improve language,
computer, job skill and knowledge as well as the Staff Support Service training for
logistics personnel which emphasize on improving interpersonal communication,
listening and responding to others.
Threats
Logistics Department is the department that has to support every department
and section in the organization. People in Logistics Department have to deal with
many users in the organization who are different in perception and requirement. So,
Logistics members need to develop in their communication skills. As AFRIMS is the
organization that uses the fund from US government, it will be affected when the
government changes the policies and the trends of diseases also affect the cost of
providing the support system in order to service for researcher. For example,
Laboratory department follows new diseases trends and they have new equipments.
So, Logistics needs to pay for the training for the technicians in Medical Maintenance
section because they need to develop slh ll in order to repair and services for new
equipments that the users use to do the research and experiment in their research
project.
1.2

Research Objectives

The objectives of this research are as follows:
1. To describe and analyze the current situation, functioning and performance of the
Logistics Department organization as "human social system" or "corporate living
person".
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2. To describe the current situation, functioning and performance of the Logistics
Department in terms of communication, coordination, support system and job
performance.
~ · To

identify and propose appropriate OD intervention for communication,

coordination, suppo11 system and job performance in Logistics Department.
4. To determine the relationship between communication, coordination, support
system and job performance in Logistics DtI:partment.

t.3

Statement of the Problem

The main puq;~o s e for this research is to study the communication,
coordination, support system and job performance in Logistics Department.
1.4 Research Questions

1.4.1 What is the current situation of the company in communication, co ordination,
support system and job performance in Logistics Department?
1.4.2

What are the app ropriate OD interventions on communication, coordination,
support sys em and job performance in Logistic Department?

1.5 Definition of Terms
Communication means "sending, giving, or exchanging information and

ideas." And "send, give, and exchange information" every single day whether aware
of it or not. There are some verbal and non verbal communications, it depends on the
situation.(http://www.relationship-withself.com/definitionofcommunicati on.html)
Language Barrier means a figurative phrase used primarily to indicate the

difficulties faced when people who have no language in common, attempt to
communicate with each other. It may also be used in other contexts.
(http://en.wikipedia. prg/wiki/Language barrier)
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Intercultural Communication I Cross Culture Communication means to
understand how people from different countries and cultures act, communicate and
perceive the world around them.
(http:// en. wikipedia. org/wiki/Intercul tural_communication)
Coordination means the act of coordinating, making different people or
things work together for a go al or effect.
(http://www.wikipedia.org/wiki/Coordination)
Support system means a network of people who provide an individual with
practical or emotional support.

~

(http://www.merriam-webster.com/medical/support%20system)

~

formal or informal network of goods, services, personal and organization that
sustains an entity in its survival and growth.
(http ://www. bu sine ssdictionary.com/definition/ support-system.html#)
Performance means successful execution of a contract, or fulfillment of an
obligation, in a manner that releases that performer from all liability under the
contract. (http ://www.businessdictionafv.com/definition/performance.html)
Job Performance means work perfo rmance in terms of quantity and quality
expected from each employee. This is a standard for the basis for performance
reviews. (http ://www.businessdictionary.com/definition/job-performancestandard.html)
Entropy means a process of degradation, disorder and eventual death of the
system. Smither R. D., Houston J.M., & Mcintire (1996 , HarperCollins College)
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1.6

Significance of the Study
1.6.1

Organization Level

This study makes the people in the organization aware of the current situation
and the problems in the organization. Also everyone in department understands more
of what is going on and people will be willing to help each other to solve the problem
in the department. Then the process of work is better, everyone can work more easily.
The work performance of people can reach ef ectiveness and effi ciency.
1.6.2

Management Level

For the management level the top management will become aware of the
nature of the problem in the department and the manager will focus on finding ways

fo address the -problem more and help the employees to point out the process of work
into the right direction.
1.6.3

Staff Level

According to the staff level this study can make the employees aware of the
current situation and tl1e problem in the department. The emploxees can work in the
same direction and help each other to get the job done effectively. Also the
employees will work more smoothly and reduce the conflict while working.

1.7

Scope and Limitation of the Study
The AFRIMS is a very large organization. It has about 400 employees. This

study focuses only on the Logistics Department and they have the employees who
work in this department with 41 persons and there are 5 sections, facin g problems
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communication, collaboration, teamwork and team effective in Logistics Department.
Time is the limitation that the researcher has in this study given the already
heavy load at work as a major concern with this study as an added but personal
concern has added pres sure to the already limited time to investigate the problem,
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design and conduct ODI. This, the

implementation of the OD intervention in this

research could not be carried out as the researcher would have wanted to do. The
researcher just proposes the OD intervention and expectation for the result for the
implementation.

ROr1t,
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CHAPTER2
REVIEW OF RELATED LITERATURE AND CONCEPTUAL
FRAMEWORK
In this chapter, the researcher will focus on literature and conceptual
framework to study the interest area on "A Study on communication, coordination,
support system and performance: A Case Study of Logistics Department of Aimed
Forces Research Institute of Medical Sciences (AFRIMS) ." Therefore, the researcher
reviews the literature and conceptual framework then uses some ideas and conceptual
framework to explain in this research.
2.1 Organization as a System

To understand the organization and how its parts are to functior,t in the
organization, it is necessary to view it as a system. It is necessary to

und ~mtand

how it

works in each function when viewed as a system. System is organized units composed
of two or more interdependent parts that exist with a large environmental system or
suprasystem. Closed system is a type of system that exists completely on its own and
is completely shielded from its environment. This leads to tbe problem of entropy.
Open system is a set of consistent and integrating elements that obtain inputs from the
environment, transforms them, and releases outputs to the external environment.
Organizations are clearly open system since they must interact with the environment
to survive. Smither, R. D., (1996, HarperCollins College) Today the world is
changeing it is necessary for the organization to have both closed system and open
system together. It is the useful way to survive in this changing world.
2.1J Open and Closed System
For one to engage an organization to change as what an OD professional
attempts to do, it is important for one to study and understand about the open and
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closed system. OD professionals need to understand the impact of the organization of
open and closed system and also understand the other aspects system of thinking for
people. They include open-in, open-out, open both ways or closed both way as
illustrated in Figure 2.1
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Figure 2.1 Open and Closed Systems
Source: Gary Neil McLean.(2006) Organization Development (1st edition).
California: Be-rrett-Koehler Publisher, Inc.
McLean, G. N. (2006) studied the model of open and closed system (Figure
2.1 ). McLean explained about the system of this model that there are two systems.
First is open-in system, they are divided into two groups. Open-in, people who are
open-in want to get all information. But other group is close-out, people in this group
do not want to share the information with the orders. Second is open-out system. For
people in this system McLean had examples, these people in this system are as an
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evangelical group. These systems are also divided into two groups. Open-out, people
in this want to influence others. Another group is close-in, this group do not want to
be influenced. McLean assumed the theory of an open system as a school to gain
knowledge (open-in) and then share with others extensively (open-out). For closed
system, McLean assumed neither as Amish, who seek neither to be persuaded (closein) nor to be persuasive. And McLean draws this model that both internal and
external might be influence the organization. The researcher found out that the focal
of the system is open-in of the open system in this study. People who want to gain
the knowledge are good for the organization but sharing the information and
knowledge as open-out is also needed. These is can be used as an intervention to
develop the work i;ierformance in Logistics Department.
2.2 Organization Development

,_.

-,....

Smither, R. D. , Houston J.M. and Mcintire, S. D. (1996) define organization
development as the theory and practice to bringing change plan to organizations. The
researcher found tha definition of Smither, R. D., Houston J.M. and Mcintire, S. D
about this Organization Development is proper for this study. There are fi ve practical
stages to propose in order to increase the effectiveness of organization.
OD practitioner designs to address an organization problem or to help the
organization prepare for the future by using the intervention as a technique to bring
change to organization. But it is not successful for all interventions.
Harvey, D. & Brown, D. (2006) studied the five stages of organization
development as explained in Figure 2.2.
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Figure 2.2: Organization Development's Five Stages
Source: Harvey, D. & Brown, D. (2006) An Experiential Approach to Organization
Development (ih edition). New Jersey: Upper Saddle River
Organization development is the relevance of an organization-wide approach
to the functional, structural, technical, and personal relationships in organizations.
OD programs are based on a systematic analysis of problem and a top management
dynamically committed to the change effort. The purpose is to increase
organizational effectiveness by the relevance of OD value and techniques.
This figure presents a five stage model of the total organization development
process. Each stage is dependent on the preceding one, and successful change is more
probable when each of these stages is considered in a logical sequence.
Stage One: Anticipate a Need for Change

This is the first step for manager' s perception about somehow in a state of
disequilibrium or need to improvement. The stage of disequilibrium may result from
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growth or decline or from competitive, technological, legal or social changes in the
external environment. There must be felt need, because only felt needs encourage
individuals to adopt new ways. Managers must be sensitive to changes in the
competitive environment, to "what's going on out there."
Stage Two: Develop the Practitioner-Client Relationship
After an organization is acquainted with a need for change and an OD
practitioner enters the system, a relationship begins to develop between the
practitioner and the client system. The practitioner endeavors to create a pattern
communication, a relationship of trust, and an atmosphere of shared responsibility.
The practitioner must decide when to enter the system and what his or her role should
be. The practitioner may intervene with authority and approval of top management
and either with or without authority and support of members in the lower levels of the
organization.

ROT#f

Stage Three: The Diagnostic Phase
After the OD practitioner has intervened and developed a the working
relationship with the client, the gractitioner and ihe client begin to gather data about
the -system. The collection of data is an impo ant activity providing the organization
and the practitioner with a better understanding of client system problems : the
diagnosis.
Stage Four: Action Plans, Strategies, and Techniques
The diagnosis phase leads to a series of interventions, activities, or programs
aimed at resolving problems and increasing organization effectiveness. These
programs apply such OD techniques as total quality management (TQM), job design,
role analysis, goal setting, team building, and intergroup development to the causes
specified in the diagnosis phase.

23
Stage Five: Self-Renewal, Monitor and Stabilize

Once an action program is implemented, the final step is to monitor the results
and stabilize the desired changes. This stage assesses the effectiveness of change
strategies in attaining stated objectives. Each stage of an OD program needs to be
monitored to gain feedback on member reaction to the change efforts.
In this changing world like today, companies seeking to be successful and
survive are faced with the need to continually iptroduce changes. The most important
challenge for managers who are leading change efforts is to inspire individuals to
work as a team. This five stage model shows how different OD

ethods and

approaches are used to continuously improve performance so that vision can be
achieved. Harvey, D. &Brown, D. (2006, pp 15-17)
The researcher used five stage model of the total organization development
process to develop the organization. There is explanation in each stage about the
perception and action of the manager since it is realized that the organization has
problems and there is a need to develop the organization. It is the same as the
situation that the researcher studies on this research and the researcher used the
methodology and technique to collect the data and analyze the problem. Then the
researcher monitored for the feedback of the reaction after providing some changes to
the organization.
2.3 Change Management

Logistics Department has four variables which are communication,
coordination, support system and work performance. The researcher found out that
people in Logistics Department need change in order to develop this department to
reach to the goal and satisfy the other departments and sections that use the services
form Logistics Department.

24
Burtonshow-Gunn, S. A. (2008) studied on business life cycle, all
organizations are ordained either to suffer during business failure as having been left
behind the competitor then the organization realizes to accept the change and this is a
natural part of business life. Organizations need to improve and change to meet the
customers' needs in order to keep in line with others. Change management plan is the
tool to help organization survive in the market. The change management plan needs
the stakeholders' acceptance and support as a main sponsor. (Burtonshaw-Gunn,
2008).
There are marty reasons that Burtonshow had described why the organizations
need change. For example, the organization is behind from the other competitors in
the market or needs to expand the market. Also change is the start point fo r any
evolution or revolution of the organization. But there need to be focus that any type
of change is suitable for the organization and can take the organization into new
direction.
INCIT

2.3 .1 Three-Stage of Change Process

*

The researcher develops the three step change model of Kurt Lewin ( 1974) to
explain the basic step of change.

Unfreezing

Movement

Refreezing

Figure 2.3 Lewin' s Three-Step Change Model
11

Source: Robbins,P.& Judge,A.(2007)0rganizational behavior(li edition) New
Jersey: Pearson Education, Inc.
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Lewin's Three-Step Model is the model that successful change in
organizations should follow three steps. First unfreezing is the change efforts to
overcome the pressures of both individual resistance and group conformity. This is for
the status quo. Second is a change process that transforms the organization from the
status quo to desired end state, this is call movement. Third refreezing step, this is to
stabilizing change intervention by balancing driving and restraining forces. The
researcher found out that this model of change is helpful to solve the problems which
are communication, coordination, support system and work performance in this study.
In order to provide change in the Logistics Department it needs to oe done step by
step. This model can help Logistics Department change the behavior and situation and
develop to the new level, which can reach to the goal of the department.
According to the Robbins S. P., and Judge T. A.(2007, 581) A casual
reflection on change should indicate that it encompasses almost all of our concepts in
the organizational behavior literature. For instance, think about attitudes motivation,
work teams, communication, leadership, organizational cultures. Change was an
integral part in each discussion.
The researcher develops change pf ramid model of Burtionshow-Gunn and
Salameh (2009) to explain the way to observe change.
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Hard to do
(invisible)
Level of
Discomfort
Organization design

Easy to do
Job design

(visible)

Process design,

~

Figure 2.4 Change Pyramid

Source: Simon A. Burtonshaw-Gunn(2009)Essential tools for organizational
performance (1st edition) United Kingdom: John Wiley & Sons, Ltd.
Figure 2.3 shows the level of change which the organization is willing to
adopt. This model mentions that the bottom of pyramid is easier to changes which
offer the least stage of discomfort for employees and less amount of time and cost of
changes. Likewise, the higher levels of pyramid requires substantial time and
investment and much harder to implen;ient and apply. The pyramid also shows that the
embarking from the lower level is possibly better way to develop of getting to a
change program especially because it can be beneficial and easy to observe changes.
The researcher had studied the concept of Blanchard K., Britt J., Zigarmi P.,
and Hoekstr J.(2008) about change management. "Change cannot be successful and
alive without collaborating of the people in the organization. People need to realize
the importance of change and expect to change. In this reengineering that I create
shown that change is the member of the organization as others and he is related with
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everyone in the organization. This will be easier to run the program to develop
organization".
The researcher found that all these theories and model of change is helpful for
Organization Development in this study. They can help the Logistics Department
drive to the new level and can reach to the goal.
2.4 Communication

The researcher found that today in organization communication is the
important factor; without communication organization cannot stay in this changing
world.
Guirdham (2005) described communication as a revolutionary discovery, the
collective and interactive process generating and interpreting messages. There is both
direct and indirect communication. There are different channels of communication
such as telephone, letters, electronic mail, fax messages, text messaging on mobile
phone, computer conferencing and voice mail. These are the example of the media on
interpersonal communication which are growing uses at work.

*

"Communication is the exchange of meaning: it is my attempt to let you know
what I mean" (Alder, 1991 ). Communication includes perception and interpretation.
There are two types of communication which are verbal and non verbal
communication. Both of these communications occur from the sender to the receivers
consciously and unconsciously.
The researcher developed the communication model of Adler ( 1991) to
explain the steps of circle of communication.
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Figure 2.5 Communication Model

As can be seen in Figure 2.3, the researcher found that every communication
needs to have two parties which are sender and receiver. The sender sends the
message to the receiver. The message which is sent includes symbolic behavior,
ideas, feeling and pieces of information so, that means if the communication is
indirect it has to be symbolized before communicating.
2.4.1 Communication Style
People who are different in background and field, have different
characteristics and behavior. The ways to express and communicate are different.
According to Wofford (1997), communication style represents a "category of
communication behaviors which have related purpose and similar approaches and a
particular style will be used with consistency by a person for similar situation.
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Figure 2.6 Shannon & Weaver Model
According to the Figure 2.3, the research adjusts this model to explain the
process of communication. The information source or sender is the first step of the
process when sender sends the message out. The message is encoder to transmitter to
signal then go to channel and deliver to the step of receiving the signal to destination
to decoder as a message to the receiver. Once the receiver receives the message, the
receiver sends the feedback to the information source. Since there is some noise in
any step, there is the feedback to check whether message has been correctly sent. Also
effective communication should be two way communicat\ons.
2.4.2 Language barrier
Today, most of organizations offer many challenges to the human resources
professionals in a multiethnic company. One of the challenges involves oral
communication with people who have to engage in the second language. Generally,
people have difficulty with the language barrier and misunderstanding in languages
which created ineffective communication and complication in the workplace.
Language barriers can be explained through the use of phrase to indicate when people
have difficulty or have no language in common, effort to communicate with each
other.
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As AFRIMS is the organization that collaborates between US Army and Thai
Army and civilians, it uses English language as the center language but there are some
people on the organization who cannot use English well. Also in logistics
department, there are many employees who cannot speak English and understand
well. This is creating barrier to communication between people in organization.
As Morris (2002) describes language barriers often go hand-in hand with
cultural differences, posing additional problems and misunderstandings in the
workplace. When a person

sp~ks

little English, he/she can be intimidated and

frustrated trying to communicate with English-speaking supervisors or coworkers and
visa versa. (www.charlotteworks.org/clbpositionpaper.pdf)
As Samovar, Porter and McDaniel (2009) state when people from different
cultural background communicate, one of them has to use the second language. If one
party is not fluent in the second language, it is highly likely that miscommunication
would happen. Such barriers could also affect communication and cause roadblocks
in all professional and personal life. It could be one of the major hurdles in achieving
professional goals. Therefore, it is vital for people to gain etter understanding of and
sensitivity to language barriers among them from all backgrounds. For all such
understanding enhances people, employees and all professional in all workforces to
increase their efficiency and effectiveness in their careers.
Johnson (1995) found that language barriers often come together with cultural
differences and raise additional problems in the workplace. When a person is non
native English speaker, does speak little English, he or she can be frightened and
frustrated trying to communicate with English speakers. Those people may respond or
act like they know what is being said, but indeed, they may not know. The
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consequences of language barrier may not have such dire results, but they can lead to
less productivity, mistake or fault being made dueto lack of trust between coworker
and colleague. All such problems can be avoided if communication were stated more
clearly.
2.4.3 Intercultural Communication/ Cross Culture Communication
Logistics department has people from different background and culture work
together. Also there are Thai civilians and American military personnel work
together. So, there is a problem about miscommunication such as cross cultural
communication.
Cross cultural communication can be described as one of scientific fields
whose object of interest relates between individuals and groups from different cultural
background, and which examines the influence of culture on who people are, how
they act, feel, think and, evidently, speak and listen (DODD, 1991 ). According to Vila
(2005), cross cultural communication may be explained as a communicative process
which includes each individual from reference cultures which are sufficiently
different to be perceived with eertain personal and/or contextual barriers having to be
overcome in order to achieve effective communication. Moreover, cross cultural
communication as defined by Harris and Moran (2000:32) is the process of people or
.

·-

individuals from different culture backgrounds who attempt to share meaning and
feeling through exchanging verbal and nonverbal messages.
Apparently, the situations of interacting culturally unfamiliar and unclear can
be challenging. In our currently changing world, such situations will become more
commonplace. The beginning step in defining the cultural continua that may influence
the content and use of language, describing ways to interpret cultural communication
behaviors, learning how to interact in culturally congruent ways, and applying this
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knowledge to experimental practice (Vigil & Hwa-Froelich). Culture is conveyed
from one generation into the next generation in numerous ways. First, it is transmitted
through the socialization of children (Vygotsky, 1986; Wertsch, 1985). Cultural
philosophy, values, and beliefs are communicated through both verbal and nonverbal
means. Cultural values are shared from one generation to another through parenting
practices that teach social and communicative behaviors. Second, cultural values are
communicated through the media, policies, laws, and the philosophies or pedagogy of
such institutions as schools (Vygotsky, 1986; Wertsch, 1985). To understand cultural
variations in communicative interactions, people must understand the ways cultures
vary and how cultural constructs are communicated.
Adler ( 991) describe that when people from different cultures have intended
between sender's and receiver's for send the message to each other, th,tlrn can be the
cause of misperception, misconception, misevaluation and also incessantly in
misunderstanding. There is the consequence of low in accurately transmitting
message when the senaer and receiver come from different cultures.
The researcher identified the factors with increasing the importance of
intercultural communication at work model of Guirdham (2005) to explain the
influences on the increased importance of intercultural communication.
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Figure 2.7 Factors increasing the importance of intercultural communication at work
Source: Mauree Guirdham.(2005)Communicating across cultures at work(2st edition)
North America: Palgrave Macmillan Ltd.
Figure-2.5 shows the influence on the increased importance of intercultural
communication at work. The problems of communication at workplace can be one of
the main problematic conl)equences of d'versity. The research has found that people
behave differently when they have different cultural background, they tend to ask
more questions but self-disclose less and less willing to draw inferences with people
who have culture dissimilar to them. There are some concerns on affect of
intercultural communication, people always share an understanding of task,
knowledge and communication upon their work roles and organization cultures.
However, most of the interpersonal skills suggested that the adoption on the
individual level can only be achieved through sensitivity, active listening and
acquiring feedback. Nonetheless, the cultural awareness and subculture difference are
important underpinning for all such adoption.

34
2.5 Coordination
The researcher found that coordination is one of the important variables in this
research. Mostly organizations need coordination of people in the organization same
as logistics department of AFRIMS . The coordination of people in department is the
factor that reaches to the target and goal.
Mattessich, P. W., Murray-Close. Marta and Monsey, B. R. (2001) define
coordination as a characteristic that ,Poi ts people who are working together can have
more formal understanding with each other in order to reach the objective. People
create the communication channel. People also plan and divide roles. There are
possessions available for members also there are acknowledgements as the rewards.
Even though the power rests with the individual organizations, there is some risk that
increases for all participants.
Ray (2002) describes coordination as the way of people working together that
least powerful and people will exchange the information with the people in other
organization or the coordinate agency then decide to use that information to develop
the services in the organization. It is the same when compared with the scale on the
map that shows the size and easy process to check the level of people working
together. It is helps the system and customers understand the position of the
organization itself and also between the other organizations. It is mostly related with
the short term and some uncomplicated work.
"Coordination is the fitting together of the subtasks needed to accomplish an
overall work obj ective" (Petit, 1975). The workers do not perform all the entire
process of work by themselves, people work together to accomplish the task. The
purpose of coordination is putting the series of task together by concerning to an
action and a time dimension. The work includes the series of actions perfo rmed and
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the time dimensioning which each action takes place. In sample word, one action
must be done before another action can happened. For example, fixing some
equipment, the ordering parts action has to be performed before the technician can fix
the equipment.
2.6 Support System
It can be described as a network of facilities and people who interrelate and

remain in informal communication for common assistance. For every association and
most of organizations are mostly scopes their programs to help in their ultimate
success which is very much dependent on the quality of its staff. Staff Support is one
of the beneficial programs that helps to develop a staff structure or it will develop
beyond organizational infancy. It also helps to ensure that the organization will be
successful in the 21st century, and able to cope with all challenges which require an
effective central administration in place.
Staff Support always assists organizations to function effectively by
supporting all staff emotionally, mentally and physically both at work and at home. It
addressed mainly improving emp,loyee motiva ion, reducing rate of absenteeism
through reducing staff affected by critical ·ncidents, developing relationship among
management and their subordinate by dealing with difficult people issues in their
workplace and increasing or improving productivity of work.
2.7 Job Performance
Today most of organizations in this changing world focus on job performance.
The performance of the employees in organization effects to the benefit and also job
performance is the important part for the organization to survive and drive through the
goal of the organization.
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Thomas (2004) defines the word job performance as a complex,
multidimensional construct that can be defined and assessed in different ways. He
states that job performance can be defined in quantifiable outcome for example the
number of product sales in each year or quarter. In other words, job performance can
be defined as the task performance which is direct support to the organization as the
job description described or as the contextual performance which is the indirect
support to the organization such as supporting the organization activities.
In the same way as stated by Wigdor and Green 1991,job performance is not
something that can be readily pointed to or simple count except for highly routine jobs
which are measured by the production of job performance. They state that job
performance is defined as a product of construction of concepts developed for
particular purposes such as personnel selection, performance-based or training.
As also stated by Tsui 2005, job performance as a social construct, different
people have different meanings of job performance. One way job performance can be
defined is by measuring the standard of work performed. In other words, job
performance is considered as a process. Ifs defined in every stage of the involvement
on that job.
The researcher found out that to concern the work performance in the
department is not only focus on one part or process but it needs to be focused on
every part of the department and also all processes of work.
2.8 Conceptual Framework
The conceptual framework is developed for this study based on four variables
as communication, coordination, support system and job performance in Logistics
Department. The conceptual framework describes the problem in each area that the
researcher focuses for this study. There are three phases for this framework which are
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Pre-OD I, Proposed ODI and Expected Outcome after the proposed ODI is to be
implemented. As the framework in this study, the researcher focuses on four
variables which are communication, coordination, support system and job
performance.
In Pre-ODI phase, the researcher presents the current situation in Logistics
Department of AFRIMS. Then, the researcher addresses the area of the problems
which are communication, coordination, support system and job performance.
Proposed ODI phase, after he Pre-ODI, the researcher addressed the areas of
the problems in Logistics Department. The researcher performs the ODI program for
the Logistics Department in order to solve the problems which are communication,
coordination, support system and job performance. For communication, the
researcher proposes an English course to the Logi stics members in order to improve
English skills of Logistics members, to solve the problem from misunderstand among
Logistics members, to reduce the gap between management level and subordinates
and to solve the problem about cross cultural communication. Also the researcher
proposes another ODI by arranging the meeting for every section by rotating each
section in Logistics Department. The meetingthat researcher proposed is to share
information, ideas and experience of people in each section, to make people aware of
the problem and to create the coordination in the section. For coordination, the
researcher proposes workshop and activities in order to solve the problem on
coordination among Logistics members. The workshop and activities proposed is to
make people know each other better, to improve the coordination among Logistics
members, to create trust among Logistics members and to increase job performance in
Logistics Department. For support system, the researcher proposes the ODI by
suggesting they there need to buy more computers to support the needs of the
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employees. The proposed ODI is to make people communicate with other more
easily, to make all Logistics members receive the same information and to make
people respond to the information faster. And there is another ODI for support
system the researcher proposes the training program for people in the department that
need to be trained. The researcher proposes this ODI in order to make the users
understand the process of the equipments that they use, to let people share their
experience with others and to make them work together more. For job performance,
the researcher proposes the ODI by suggesting Chief of Logistics Department to focus
on reward and punishment. In order to increase job performance of Logistics
members, the researcher proposes the reward as an ODI to encourage>the people to
pay attention in their work and to increase job performance in Logistics Department.
And the researcher also proposes punishment as an ODI. This ODI is to make people
in Logistics Department be aware of the mistake and this is another way to increase
job performance of Logistics people.
In expected Outcome phase, the researcher expects that after all ODI being
implemented, the communicati0n in Logistics Department is better. People can
communicate with each other more ana they understand each other more than they all
have the same direction. As they have the same direction they are willing to
coordinate with each other and can share their experience of the work and they can
work as a team. For the support system, they can respond and the management levels
receive the feedback faster. Also they can under the process of their work and
equipments that they use better. The problem of the mistake from their work can be
solved. For the work performance, the researcher after proposed ODI the job
performance will be increased, people pay more attention and are willing to work.
This can be reflected in their job performance. The researcher believes in order to
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develop and solve the problem of first variables which are communication,
coordination and support system, they also effect to work performance. Since these
improve, the work performance can improve automatically.
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CHAPTER3
RESEARCH METHODOLOGY
This chapter covers the research methodology used in this action research.
There are research design, the respondents, the instruments, data collection
techniques, data collection procedure and data analysis. These also include the
methodology used to coll ect the data as well as to analyses and generate findings as
the basis for the proposed ODI in this research.
3.1 Research Design

The researcher design of this study made use of the action research model in
three phases. However, due to the circumstances related to management preference,
the focus of study could only be done at the assessment or diagnostic stage or what is
called the Pre-ODI as shown in the figure below.

Choose the
area of
interest

Data
Collecti on

Identify
Current
Situation

Define
problem

Diagnosis

,.. I

Design Appropriate OD
intervention

Data Collection

Propose ODAppropriate Intervention

Feedback

Evaluation

Figure 3.1: Action Research Model
The action research design can be divided into 3 main stages.
3 .1 .1 The Pre OD Intervention stage
The purpose of the pre ODI stage is to address the area of the problem. The
researcher systematically designs to choose the area of interest, data collection,
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identify current situation, define problem and analyze the data from qualitative and
quantitative approach to diagnose the problem.
The steps in Pre OD intervention stage consist of
1.

Choose the area of interest.

2.

Data collection.

3. Identify current situation.
4. Define problem.
5. Diagnose the problem
3.1.2

Propose OD intervention stage

The proposed OD intervention stage is to design and implement the
appropriate OD intervention which requires all members in Logistics Department to
be part of OD intervention.
The steps in OD intervention stage consist of
1. Design the appropriate OD intervention

NCIT

2. Propo se the appro riate OD intervention.
3.1.3 Expected Outcome stage
The objective of Expected Outcome stage is to evaluate the initial impact on
the pre and the post OD intervention to determine the impact and feedb ack on OD
intervention. Furthermore, later the researcher will use the data from evaluation to
design the future OD intervention as the future action plan of the Logistics
Department.
The steps in expected outcome stage consist of
1. Collecting data from quantitative and qualitative approach
. 2. Identify the feedback respondent.
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3. Data analysis.
4. Discussing the feedb ack and impact to create the further action plan.
3.2 The Respondents
The Logistics Department of the AFRIMS is the focal system of the study which
is composed of five units.
Table: 3.1 Numbers of Respondents for Questionnaire Survey
Number of
Respondents

Section

Supply

10

Facility

2

~

Medical Maintenance

9

_'fl

Motor Pool

=
-

15
6

Administration
NC

Total
CI

If"'

~

-

~

r2=-

<e

41

0

As shown in the table 3 .1 , number of respondent as the size of the Logistics
Department is 41. This system being just a small unit, the researcher included all of
the staff as the respondents where everyone in the Logistics Department divided into
five sections is included.
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3.3 The Instruments
The research conducted use the three instruments in gathering the data as
follows.
3 .3 .1 Observation by researcher experi ence
As the researcher is the member in the Logistics Depmiment, the researcher
used the observation as well as her own experience to gather the data. The researcher
in more ways than one as an insider in the area has the advantage of knowing some
information about the situation that would be helpful in gathering the data and in
seeking ways to relate information to diagnose the problem at the same time.
However, the researcher had to be carefully conscious to remain fo cused on the
objectives and to remain as objective as possible to minimize bias and pre-conceived
ideas of being too familiar with the situation.
3.3.2 Interview Guideline
The researcher uses the questions in the interview guideline that relate to
communication, coordination, support system and job performance as the variables in
this research.
3 .3 .3 Questionnaires
The researcher used the questionnaires as a technique to gather the data by
dividing into two sets. One is English version to collect the data from the top
management level those are US. Military personnel. The other one is Thai version to
collect the data from supervisor level and all employees those are Thai civilians.
It would help the researcher to clearly understand the data that have been collected

from the survey. The researcher will describe the design of each pa1i in the table
below.

44
Table 3.2 Six Main Areas of Questionnaire Structure
Part

Content

Part 1

Demographic; gender, education level,

Data collection instrument

work experience

Dichotomous, Category

Part 2

Communication

Likert scale, Numerical

Part 3

Coordination

Likert scale, Numerical

Part 4

Support System

Likert scale, Numerical

Part 5

Job Performance

Likert scale, Numerical

Part 6

Respondent's opinion

Open-ended

The first part of the instrument is on the demographic sub varial::i es which
include four items, namely, gender, education, level and work experience. The next
four parts of the questionnaire focused on the four main variables, namely,
communication, coordination, support system and job perfo rmance. The researcher
used likert scale and numerical as the fixed closed end for the respondents to fill in.
Finally, the researcher intends o let the responden imitate their own idea and thought
toward the topic which have been set in the questionnaire by open-ended question for
respondents to fill in about their own expression.
3.3.4 Pilot Test
The researcher conducts a pilot test on the instrument to check the reliability
of the questionnaire. And the instrument being pilot in order to test with staff other
than the subject of the study and the result of the reliability test is .8. The researcher
uses the program SPSS to test the reliability of the data and the items question in the
-

-

questionnaire which are shown in the following tables.

45
Reliability

[DataSe t 3 ] E: \ 15 .. .. .... sav

Warnings
lscale has zero variance items.

Case Processing Summary
N
Cases

Valid
Exclu deda
Total

%
15

93.8

1

6.3

16

100.0

a. Listwise deletion based on all variables in the
procedure.

R07'1-f
Reliability Statistics
Cronbach's Alph a

B

NCIT

N of Items

.845

40

Scale Statistics
Mean
140.0667

Variance
31.352

Std. Deviation
5.59932

N of Items
40
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3.4 Data Collection Techniques
3.4.1 Interview
The researcher has conducted an informal interview by using the interview
guide. This is to expand the area of the problem and collect the support evidence to
identify area of improvement. This is for gaining a deeper insight about what are the
problems by providing the open-ended question to get an insight directly from the
respondents. The researcher intended to conduct the appropriateness of questions as
following the variables of the problem in this research.
3.4.2 Interview I Observation
Table 3.3 Number of Respondents for Interview

Number of

=
C/)

tA

Section

Respondents

Supply

e>RIE:

Facility

3
1

NCIT

Medical Maintenance
Motor Pool

,

Administration

Total

.

-

4

,..,
4

2
14

The researcher collected the data by dividing the respondents into five groups
according to the sections in the logistics Department and selected a group of people in
each section from both supervisor and subordinate position. The researcher does not
select the same number of respondents in every section. There is less arid more, it
depends on the total of the people in each section. In order to collect the data, the
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researcher used the open-ended questions as a tool for interview. The respondents
can give the answer widely and the researcher can receive more information.
3.4.3 Survey questionnaires
Researcher used questionnaire as techniques to do the survey. In order to do
so, researcher will type the question in the questionnaire. They are divided into
different parts of the variables to do the actual diagnose by investigating feeling of the
respondent toward the particular area of interest.
3.5 Data Collection Procedure

The data collec ion that had been used in this study has the step-by-step
producers.
The first step of data collection procedure is the researcher designed the
questionnaire and distributed to the respondents. The researcher spent five days to
complete this step.

~

IE£

The second step of data collection procedure is the researcher made an
appointment with the interviewees. Then the researcher conducted group interview by
rotating to each section of the Logistics Department until fi ve sections were
completed. The interview session was conducted in the lunch break and this
-·

interview took about 30 minutes. The researcher spent five day to complete this step.
3.6 Data Analysis

The researcher used both qualitative and quantitative approach. The questions
are both close-ended and open-ended. Then the researcher can find out the idea from
all data collection technique.
Quantitative analysis, the researcher used the technique by distributing the
survey questionnaires to gather the data from the respondents. Then the Statistical
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Package for Social Sciences (SPSS) was used to conduct statistical analysis. The
researcher divided the questionnaire into five parts.
Part I: The researcher performs descriptive statistics of frequency distribution
and percentage in order to analyze the demographic profiles .
Part II: The researcher performs descriptive statistics to indicate the perception
of the respondents about the variables which are communication, Coordination,
support system and job performance.
The researcher uses the descriptive statistics to measure and define responses
into levels of each variable as follows:
Table 3.4: Arbitrary Level and Descriptive Rating
Arbitrary Level
4.20 - 5.00
3.40 - 4. 19
2.60 - 3.39
1.80 - 2.59
1.00 - 1. 79

Descriptive Rating
Strongly Agree
Agree
Undecided/Neutral
Disagree
Strongly Disagree

Qualitative analysis, the researcher performs group interview and observation.
For qualitative analysis , the researcher used the cluster analysis to analyze. It can
help the researcher to explain the current situation of Logistics Department more
clearly. The researcher used the open-ended questions as an instrument. Then the
researcher can find out the idea from all data collection technique.
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CHAPTER4
RESERACH FINDINGS AND ANALYSIS OF DATA

This chapter presents the data and analysis of findings from survey by using
the quantitative and qualitative tools used in the analysis of the data which were
drawn from the instruments used in the study. The presentation of the discussion
follows the sequence of the research objectives and questions as indicated in
Chapterl.
4.1 Demographic prof!le of the respondents
The demographic profiles of the respondents are displayed as the first part of
questionnaires and they are presented in frequency distribution and percentage. This
part consists of age, gender, education background and year of hiring.
4.1.1 Age

f,RIEL.

The age range of the respondents is shown in Table 4.1. There were divided
into four groups 41.5 % of all respondents were in the range about' 31 - 40 years old.
It was the majority group in Logistics depa ment. They were followed by 29.3% of

in the range about 41 - 50 years old. And there were another 14.6% this group was in
the range about 51 - 60 years old. The minority was 2.4% and this group was over 60
years old.
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Table 4.1: Age Frequency and Percentage Distribution
Age

Cumulative
Frequency
Valid

Less than 30

Percent

Valid Percent

Percent

5

12.2

12.2

12.2

31-40 years old

17

41 .5

41 .5

53.7

41-50 years old

12

29.3

29.3

82.9

51-60 years old

6

14.6

14.6

97.6

2.4

2.4

100.0

-

Over than 60

l\\

Total

r,

1
41

100.0

(~

100.0

(/

4.1 .2 Gender
Table 4. 2 shows the gender of the respondents. The percentage of male at
82.9% and they were a majority group in Logistics department. There were 17.1 %
female.
Table 4.2: Gender Freq uency and Percentage Distribution
AB

-i

Valid

Gender

,,

NCl1'
Cumulative

Frequen cy

Percent

Valid Percent

Percent

Male

34

82.9

82.9

82.9

female

7

17.1

17.1

100.0

Total

41

100.0

100.0

4.1.3 Education Background
The level of education background of Logistics member is shown in Table 4.3.
The majority group composed of 65 .9% of respondents had educational background at
Bachelor's degree level. They were followed by 24.4% with an educational
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background at Master's degree level. The minority was 9.8% and this group had the
educational background at Diploma level.
Table: 4.3 Education Background Frequencies and Percentage Distribution
Education Background

Cumulative
Frequency
Valid

Diploma
Bachelor Degree
Master Degree
Total

~

~\\
-

Percent

Valid Percent

Percent

4

9.8

9.8

9.8

27

65.9

65.9

75.6

10

24.4

24.4

100.0

41

100.0

~n ..

v

100.0

~~
4.1.4 Work Experience
The number of work experience of people in Logistics department is shown in
Table 4.4. They were divided into four groups. The majority ofrespondents presented
at 39.0% and this group had worked in AFRIMS for more than six years. They were
followed by36.6% there were in the range of three to six years of experience.
Another group was 14.8%, this group was in the range at one to three years of
experience. The minority was 9.8% and they hadJess than one year of experience.
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Table: 4.4 Work Experience Frequencies and Percentage Distribution
Work Experience

Cumulative
Frequency
Valid

Percent

Valid Percent

Percent

Less than one year

4

9.8

9.8

9.8

1-3 year

6

14.6

14.6

24.4

3-6year

15

36.6

36.6

61.0

16

39.0

39.0

100.0

41

100.0

100.0

more than 6 year
Total

~

~

~r

t.r . . .

.,,... T

4.2 Assessment of Current Functioning of the Logistics Department
Refer to Chapter one in part of researcher question, "What is the current
situation of the company in communication, coordination, support system and
performance in Logistics Department?"

f,RIEL.

The researcher used the descriptive statistics to measure and define the cuffent
situation, then used the descriptive rating and arbitrary level as mentioned in chapter
three to define the perception of respondents into levels of each variable.
4.2.1 Communication
As shown in Table 4.5, in the overall picture, the perception of respondents
had a tendency to "disagree" on communication which is equivalent to an average
mean value of 19.61 and standard deviation of 5.782. The highest mean and standard
deviation for communication was 2.15 and .422, in the question of"I am able to
communicate in English". The respondents answer this question in the rating level at
"disagree". It was shown that most people in Logistics department had the problem
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of commutation in English. It was related to language barrier in the variable of
communication in literature review.
Table 4.5: Mean and Standard Deviation of Communication
N

Mean

SD

Rating

41

2.00

.447

Disagree

41

2.07

.608

Disagree

41

2.12

.600

Disagree

41

1.93

.469

Disagree

I feel comfortable with silence

41

1.95

.669

Disaqree

I always give the feedback to my supervisor

41

1.98

.524

Disagree

41

1.90

.735

I am be able tG communicate in Enq lish

41

2.15

.422

Disaqree

I feel comfortable to work with people from

41

1.73

.549

Strongly Disagree

41

1.78

.759

Strongly Disagree

I have a good understanding of the process of
work in our department
Top Management keeps me well informed about
department matters that affect me
Communication within our Department is
qenerallv clear, direct and respectful
I have a go od understanding of our
Department's qoal

.directly when I meet the workinq prob lem
My supervisor always asks me to expres s the

J

Disagree

suggestion

different cu lture
There is !:JOOd communication in my department

.

~

Averag e Mean

I"\

.

nr

INCt:

~

IY0'7

l:.t•-2'-n~~

~

19.61

5.782

Disagree

rr bW'1'JJ ~ --

4.2.2 Coordination
The results from Table 4.6 indicate that overall picture in the perception of the
respondents at the rating level of "agree" on coordination which was equivalent to the
average mean value of 37 .84 and standard deviation of7 .769. The highest mean and
standard deviation for coordination was 4.93 and .264, in the question of "Our
members keep their expertise and infom1ation to themselves and do not want to share
it with others". The respondents answer this question in the rate level at "strongly
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agree". This case shows that people in Logistics department had the perception that
there did not want to share the information and knowledge with others.
Table 4.6: Mean and Standard Deviation of Coordination

Members of our Department pull together to get

N

Mean

SD

Ratin~

41

2.90

1.020

Neutral

41

3.24

1.356

Neutral

41

3.34

1.257

Neutral

41

3.46

1.286

Agree

41

4.12

.331

Agree

41

4.93

.264

Strongly Agree

the job done.
There is a common and agreed vision of future
success for member in department
Department members have a common goal
which motivates them or achieve a desi red result
Whenever I needs help, ou r co-workers are
willing to help me
When I faced with the problem, I strive to solve
the problem by myself without askin g for help
from other
\ I

Our member keep their expertise and

r

information to th emselves and do not want to
share it with others
41

4.63

.488

Strongly Agree

41

4.63

.488

Strongly Agree

There is a' prevailing attitude in our department

41

3.93

.264

Agree

that people ought to fix their own probl ems and

f''~
2.66

1.015

Neutral

Our memb er have learned to work together
effectively and transfer tactic knowledge with
each others
I have an attitude that I know best

~

not rely on help of others
There are good interactions among my co-

41

worker

Average Mean

37.84

7.769

Agree

4.2.3 Support System
Table 4. 7 shows that the overall perceptions of respondents on support system
were construct to rating level at " disagree" which was equivalent to the average mean
value of 23 .5 and standard deviation of 8.439. The highest mean and standard
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deviation for supp011 system was 4.63 and .488, in the question of "I have enough
authority to make decision when I need to make it". The respondents answer this
question in the rating level at "strongly agree". It shows that people in Logistics had
the perception that they had enough authority to make the decision on their job.
Table 4.7: Mean and Standard Deviation of Support System
N

Mean

SD

Rating

41

4.49

.925

Strongly Agree

I clearly understand the policies fo r staff benefits

41

1.44

.673

Strongly Disagree

I have enoug h opportunities for my career development

41

1.85

1.389

Disagree

I feel I am contributin g to the department's mission

41

3.07

1.808

Neutral

I feel part of the department working toward a shared

41

1.51

.597

Strongly Disagree

41

2 .22

1.696

Disagree

41

2.17

.381

Disagree

41

1.05

.218

Strongly Disagree

41

4 .63

.488

Strongly Agree

41

1.07

.264

Strongly Disagree

23.5

8.439

I am able to make creati ve ideas and/or ca n even use my
own knowled ge and experience into current jobs

in this organization

goal
I am able to acce ss the information to get things done
within the orga nization
Decision making process in my department contributed to
group motivation
I feel the department provides enough information to
enable me to do my job well
I have enoug h authority to make deci sions when I need
to make it
I feel there is encouragement given for discussions and
consensus in my department

Average Mean

Disagree

4.2.4 Job Performance
The overall perception of respondents as shown in Table 4.8 shows the
tendency to "strongly disagree" on job performance which is equivalent to an average
mean value of 48.97 and standard deviation of 2.784. The highest mean and standard
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deviation for job performance had shown in the question "I am an employee who
loyalty through a long time to work in logistics department". The respondents
answered this question have to the rating level of "strongly agree" which is equivalent
to the mean value and standard deviation at 4.98 and .156. It described that members
in Logistics department had the loyalty to the department and they wanted to work in
the department of Logistics.
Table 4.8 Mean and Standard Deviation of Job Performance
N

Mean

SD

Rating

41

4 .63

.488

Strongly Agree

41

4.95

.218

Strongly Agree

41

4.90

.300

Strongly Agree

41

4.8 5

.358

Strongly Agree

i performed my work that suit my value

41

4.93

.264

Strongly Agree

My current work is rather specialized and take

41

4.93

.264

Strongly Agree

41

4.95

.218

Strongly Agree

41

4 .98

.156

Strongly Agree

41

4.90

.300

Strongly Agree

41

4.95

.218

Strongly Agree

48.97

2.784

Strongly Agree

Mostly my job performan ce is higher than most
workers on the job
I always fin ish my job as expectation whatever
my boss supervi se

'" '

I have clear job specification and

-

responsibilities
The degree of worthwhile accomplishments I
got from doing my work are high

pride in my work results
I have ability to conduct multi-job during time
period
I am an employee who loyalty through a long
time to work in logistics department
I always encourage myself and other to do the
job as best result
· I am not view my job as position but a lifelong
task to conduct

-

Average Mean

TJllASSIJl\;JPTTON UNIVERSITYLIBR}..J?:Y
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4.3 Qualitative Findings Analysis
The researcher used group interview as the technique to gather the data and
analyze the data from the respondents. The researcher provided the interview guide to
14 respondents and divided into five groups by the section of the respondents that
they work for. The researcher selects the interviewee on each section depending on
the total number of the people in the section. For example, the respondents for
Medical Maintenance and Motor Pool were 4 persons and it was the largest group for
this interview group, these two sections had the high number of members more than
the _others sections. The researcher used open-ended questions to gather the data. The
questions were divided into four parts. They included all variabl es on this study
which are "communication, coordination, support system and job performance.
4.3 .1 Descriptions of the interview

r-

The researcher conducted the group interview to collect the data for qualitative
analysis by using the interview guideline as the tool, in order to collect the data from
the respondents. The interview guideline contains 10 open-ended questions covering
all four main areas of problem: communication, cooraination, support system and job
performance. (See Appendix B)
For the first three questions, the researcher focused on the communication
problem. The next three questions catch up on coordination. There were another two
questions related to the support system and the last two questions focus in job
performance. All these questions try to find out about the current situation on
Logistics department.
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4.3 .2 The result of interview
After the researcher conducted the informal group interview with the
interviewees by following ten questions in the interview guideline, the researcher
analyzed the data from the answers of the interviewees. The researcher divided the
interviewees into four groups by following the section that the interviewees work for.
The researcher had grouped Medical Maintenance with the Facility section, these two
sections had a lot of work related to each other. The questions and the results of each
were as follo ws:
Communication
4. 3. 2.1 What problem do you find in communication among members in
logistics department?

All three respondents from Administration section focused on the attitude and
all of them said in the same way that people in Logistics department were not
speaking out because of ego and difference in attitude. So, they do not want to speak
out to others. They also said about misunderstanding in communication in English
language. ·

~I

For the supply section, the researcher had conducted interview with four
respondents and there were multi results. Two persons from Glass Ware said they did
not find any problem about the communication in Logistics department because they
had worked in AFRIMS for a long time. Another two persons said there was
communication in Logistics department but just a little. Language barrier was the
problem because they also said they had problem in communication between
supervisors and subordinates.
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For the Medical Maintenance and Facility sections, there were four
respondents. Most of them said there had no talk among members in the department
because of ego. They thought that they were clever much more than the others. So
they do not want to share any information with each other, they do not want to lose
their benefit to other. So they just keep quiet.
For Motor Pool section, there were four respondents. All of them had the
perceptionin different ways. They divided t e perception into two groups. First, they
said there was incorporation among members and there was misunderstanding while
communicating in English. The second group, the obstacle was the problem about
this question was the gap between ages of the members in Logistics department.
Their communication cannot go well because of seniors and juniors of each person.
Because mostly people in this section have worked in AFRIMS for a long time and
they act like they have the experience more than the people who are new members in
the department. People who were younger have to pay respect to people who are
older, also people who were older they act like they have more power than others.
The result for this question was tending' to fo cus on communication in English.
Mostly the respondents faced the problem while communicating in English language.
Khun Phinya from supply section said, "There is the communication problem between
the supervisor and subordinates because of English language, the subordinates cannot
understand and speak English. So, there was misunderstanding on what their boss
said but they did not ask." Although AFRIMS use English as a medium language,
many people in Logistics Department cannot speak English and understand English.
So, English language was a communication problem in Logistics Department.
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4.3.2.2 What can logistics members do to create effective communication?
All respondents in Administration said they should be provided with meetings
more often. It will help people become open minded to share ideas and infonnation
with each others. It will also provide the training to develop Emotion Intelligence
(EQ) and creative thinking.
There were multi perceptions from the respondents who work in Supply
section. Two people in the Glass Wear said, they should provide the computer center
in the washing room because there is only one computer in the supervisor's room.
They never receive any information while the superior takes leave or not in the office.
They were the last group that receives the information. Two persons from supply
room said, they should provide an informal meeting in the section more often.
For respondents from Medical Maintenance and Facility sections, they said
some people in Logistics department were close minded, not speak out and not
communicate by e-mail too. So, they focus on open mind and speal<ing out. For
anyone who did not say in a word, they can use the e-mail instead. They said

e-

mail is another channel to communicate with others.
The perception of people from Motor Pool section is that people in Logistics
department should be open-minded and speak more clearly. Also try to better
understand to each other. Also they said it should be provide the meeting once a
week. It will make the people speak out and understand each other more.
The result of this question, mostly the respondents focused on meeting. They
requested for more meeting because they believed the meeting should help people
communicate more. Khun Nawaporn from Administration section said "They should
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provide more meeting in order to discuss the problem and share the idea among
members in the department".
4.3.2.3 How often do you communicate with y our department members in
order to share the information about y our work experience ?
The respondents from Administration section said in different ways. Two
persons said they communicate with the other Logistics members in order to share the
information about work experiences at least once a week. But the other one said in
this case they rarely in communicate with others.
For supply section, two persons said they always communicate with
department members in order to share the information about their work experience.
But other two persons said they never communicate with others about this at all, they
just talk to their supervisor only.

r-

There were the answers from people who work in Medical Maintenance and
Facility sections said in different ways. Two people said they communicate with the
other to share the information and experiences every day. Bu the other two persons
said they did not often in communicate with o her members to share the information
and_experiences, just in their group and just the time they were faced with the problem
about the work.
There were different perceptions from Motor Pool section. Some people said
not often but there were other people in this section said, they communicate with
other members very often because they need to share the information to achieve the
cooperate goal.
The results for this question, the respondents were divided into two groups.
First group said they communicate with other logistics members often in order to
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share information with each other. Khun Orawan from Motor Pool section said
"There was communicating with other department members very often, I need to
share the information to achieve the corporate goal". But the other group said they did
not communicate with other members much, they just communicate with their
supervisors. Khun Nipat form Medical Maintenance section said "I did not
communicate with other much and I will talk only with members I was close. For
other members I will talk with them when I faced the problem that I cannot solve by
myself'.
Coordination
4. 3.2.4 What,

if anything should logistics members do to strengthen its

capability to develop and manage alliance?

There were many opinions from Administration about this question. Some
people said it should start by individual and people have to put the effort in order to
help each other to solve the problems also open-minded to listen to other opinion and
accept different attitude. Some people said it should provide the training but just in a
short term and no neea for long term.
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There were different perceptions from Glass Wear and Supply. Two people
from Glass Wear said they need one more worker because they told the supervisor
about workload. They cannot complete their work in time because every department
and section need to use their service but there were just four people to take care of all
Glass Wear in AFRIMS. For the supply they need department to provide the staff
meeting more often.
The respondents from Medical Maintenance and Facility said in the same way
about providing more trainings and activities to the Logistics members in order to
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develop and manage alliance in Logistics department. But there was another opinion
about decentralization, they said department should hire more technicians and
decrease the power and authority of some people and delegate the power to others.
People from Motor Pool section said about developing and managing alliance
for Logistics members. There said in the same way, they focused on training and
activities. They said the department should provide more training and activities such
as outing event, sport and sightseeing.
The result of this question, in order to develop and manage alliance the
respondents were concerned with training and activities the most. They said if they
have the activities together they will know each other better and this is will create
coordination of the people in the section. Khun Santi from Medical Maintenance
section said "They should provide more activities such as training and workshop in
order to develop coordination among Logistics members".
4. 3. 2. 5 }Vho should be responsible for guiding alliance development in
logistics department?

*

There were different answers of the respondents from Administration section.
Some people said it was the responsible of the supervisor of each section. But there
were another opinion, there said it should be the responsibility of every members in
Logistics department.
For Supply and Glass Ware sections, they said supervisor of each section
should be the person who responsible for guiding alliance development in Logistics
department. But there were some people who said it was the responsibility of
everyone in Logistics department.
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For the perception of respondents from Medical Maintenance and Facility,
some people said it was the responsibility of supervisor and section chief because
these people have the experience more than others. But there were someone said, it
was the responsibility for every member.
All respondents form Motor Pool said it was the responsibility of every one in
Logistics department including management level and subordinate level.
The result for this question, there

ere divided into two groups. The first

group said, it should be the responsibility of the management level because people in
that level should have more experience than the subordinate. Khun Saruta from
Administration said "Should start from the management level first, supervisor of each
section should do it as an example and make it simple". But another group said that
it should be the responsibility of everyone in the department because everyone was
the part of tbe department. Khun Niruti from Motor Pool section said "should be
everyone in Logistics Department including management level and subordinate
level".

*

0

4. 3.2.6 Should a speGial group be appointed f or any or all of the tasks
involved? If so, what area of expertise or individuals should be included?

Almost all respondents from Administration were said there was no need to set
up a special group. But there was someone who thought it there will be useful if
Logistics department perform a special group for training coordinator.
Most ofrespondents from Glass Ware and Supply section said they should
appoint the special group for all tasks in order to develop the capability of Logistics
members. For example, perform a group of technical expert and this expertise will be
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responsible to take care, explain the process of work for new equipments to the users
in all area of AFRIMS.
For all the respondents from Medical Maintenance and Facility said there was
no need to appoint a special group for any task. It will be a waste of money because
they thought it useless.
There were different perceptions from Motor Pool section. Some people said
they should not appoint a special grouR fo t any task because that would effect on the
age range. It might be creating a problem, some seniors were not listening or accept
the idea of juniors. But some respondents said it should appoint a special group and
supervisor and management should involve in this group. That will improve in
corporation and also communication among Logistics members.
The result for this question, mostly the respondents' answer about this
question the expertise or individual is needed for Logistics department. In order to
train for new equipment because there were new equipment and some people still do
not know what exactly should be used or how to run the equipment in the right way.
And some people said they should provide the training for coordinator. Khun
Thapakorn from Administration section said "Yes, supervisors and management
should be involved in order to improve communication and coordination among
members in the department".
Support System
4.3.2. 7. Is it generally easier to reach you by e-mail or phone call?
All respondents of Administration said it is generally easier to reach them by
both e-mail and phone call. Some said that they preferred phone call more than e-mail
because it was faster and suitable for an emergency case.
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Even though some respondents from Medical Maintenance and Facility prefer
e-mail much more than phone call, all of them said it was generally easier to reach
them by both e-mail and phone call.
The respondents from Motor Pool section said it is generally easier to reach
them by both e-mail and phone call but they preferred e-mail more than the phone
call. They said it was easier than phone call.
The result for this question mostly the respondents said it is generally easier to
reach them on both e-mail and phone call. Some people preferred e-mail and some
people preferred phone call, it depends on the situation. Khun Nawaporn form
Administration section said "Yes it is easier to reach me in both ways, I prefer e-mail
for normal situation but telephone for urgent case". But there were two people from
the Glass Wear section said it is difficult for them because they do not have the
computer in their working area.

eRIEL

4.3.2.8 What kind of obstacles do you think might be encountered in trying to
reach both your team goal and your personal goal?

*

The respondents from Administration section have different perceptions. One
group said the support of supervisor was not enough also among Logistics members,
this was the obstacle that might be encountered in trying to reach the team goal. And
sorrie people said the environment in Logistics department was also the one of the
obstacles. People were bored with the mistake in the past and they thought they
cannot develop anything in Logistics Department at all.
Most of respondents from Glass Ware and Supply section said in the same
way. There is no cooperation among people in the team, people did not share the
information among the team. Some people did not receive the information and did
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not know what was going on in the department. And they also said job was overload
because there were not enough people in the section. This is the cause of work delay.
Most of respondents from Medical Maintenance and Facility said there was
misunderstanding about the goal but they did not ask for more information in order to
make it clear. Language barrier is also the one of obstacles because they
misunderstood English language. The last obstacle was no coordination among
people in the team.
The respondents from Motor Pool section said different languages create the
problem when they communicate with each other in the department. Some people
cannot separate the emotion from work. Those with a bias on other people cannot
work as a team with each other.
The result of this question, there were different perceptions from the
respondents. First, they fo cus on the coordination. They said there was no
cooperation among people in the team and this created misunderstanding. Knun
Sipphaporn from Medical Maintenance said "No cooperation and do not share the
information among the team was the obstacles". Second, they need more system to
support for people to receive the information better. Khun Boontum from supply
section said "He and other members who work in Glass Wear room did not receive
the information because there was no computer for them in his working area". Third,
language barrier is also an obstacle because people made a mistake because they
misunderstand and did not ask for more information. Khun Orawan from Motor Pool
section said "language is the obstacle, different language can create problem when
communicating with each other but they did not want to ask for more information or
make it clearer. They just keep quiet".
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Job Performance
4.3.2.9 What are your personal goals for improving your performance skill?
Most respondents from Administration said they should develop the support
system in the department to be more effective, that will be decrease the mistake and
also provide the specific job training for the people who are supposed to be attending
in the class.
Most respondents from Glass Warn and Supply section said training course for
people in the section is needed in order to understand the process of work for new
equipments. It wil make people learn more and develop the performance of work.
Most respondents from Medical Maintenance and Facility section said training
is needed for people in the section. They will learn more and understand more about
the process of the work of the new equipment s in AFRIMS. Some respondents said
they help other people in the section to do their work. This is also the way to learn
more.
The respondents from Motor Pool section said they should be adaptable and
adjustable to every environment. Alko they need to develop in themselves in order to
increase in their job performance.
The result for this question, most respondents said training program is needed
in order to increase the job performance of people in Logistics department. Training
will decrease the mistake and people understand the process of work and also the
equipments. Khun Wisnee from Administration section said "training program is
needed for Logistics members and also should be provide the specific training such as
the training to develop thinking and attitude. It will increase job performance". But
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there were some respondents who also said people in the department should develop
themselves.
4. 3. 2.10 What do you think about your task and responsibility? Is this
important for your job performance?
Most respondents from Administration section said task and responsibility are
very important. They are important for job performance because they can put an
effort into work.
The respondents from Glass Ware and Supply section said in the same way.
The respondents said task and responsibility is important because their section focus
on responsibility and the quality of work is the most important and it was important
for job performance. The respondents from Supply had added these were reaching to
the goal and also create the benefit for the organization.

,.....

The respondents from Medical Maintenance and Facility section said task and
responsibility is very important and people should develop in their task and always
learn new things all the time. These were important for job performance.
The respondents from Motor Pool section said they were satisfied in terms of
clear goal and understand what the organization expected was the task and
responsibility in their job. It is important for job performance.
The result for this question, all respondents said task and responsibility is
important to improve job performance. Although they have different task and
responsibility, people should develop in their task in order to achieve the goal of the
department. Khun Nipat from Medical Maintenance said "Task and responsibility is
very important for working and the way to get to the goal is to always learn and
develop in task".
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4.3 .3 Observation
In order to collect the additional information from people in Logistics
department, the researcher used the observation check list as a instrument for this
study. The researcher composed 20 descriptions which are divided into four areas of
study communication, coordination, support system and job performance. The
researcher used the observation check list as an instrument to observe the Logistics
members during their work, meeting and interview, and then reflect on the process of
the data collection.
Logistics Department is divided into five sections. There are Administration
Section, Suppl):'. Section, Medical Maintenance Section, Facility Section and Motor
Pool Section. Therefore, every section is separated into three buildings and floors of
the organization. First, Administration Section is located on fourth flo or of Head
Quarter Building. Second Supply Section, this section is divided into two groups.
One is located on first floor of Head Quarter Building and the other located on the
first floor of Main Research Building. Third, Medical Maintenance Section is located
on the fourth floor of Chalermpharbaramee Building. Fou th, Facility Section is
located on first fl oor of library Building.
far away from the other sections.

nd the fifth, Motor Pool Section is located
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Table 4.9 Observation Checklist
Description

Yes

No

Communication: People in Logistics Department sharing the
information to each other

x

Communi cation : Logistics members in the organi zation have a sam e
direction

x

Communi cation : Subordinates communicate to management level
often

x

Coordination: Log istics member have a good relationship to each
other

x

Coord ination: Logistics memb ers always d iscuss to each other

x

Coord ination : Log istics member are not coordination in their wor k
Support System: Logistics members do not understand the process
in their work and equipments
Support System: There is not enough resource to support their work

x
x
x

Support System: There is the opportunity to improve their skill

Job Performance: Logistics can complete on time

-

~
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Job Perform ance : There is no mistake in their work

Job Performance: T here is always make the same mistake
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As the table of observation checklist shows that Logistic Department had
faced the problem about communication, coordination, support system and job
performance. The researcher described each variable as follows.
4.3.3.1 Communication
As every section of Logistics Department is far away from each other, the
researcher found out that the commutation among members in the department is not
so good. Language Barrier is the problem of communication variable. There are
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many subordinates that cannot communicate well in English. This creates the gap
between the management level and subordinate level. This made the management
level not know the exact need of their subordinates. People in the department do not
share the information with others. Mostly they keep it with themselves and do not
speak out on what they know or need. Also there were some people who do not
receive the information from the department. During the meeting they still keep quite
without speaking out or asking for more information. The results is the management
still do not know that the subordinate do not understand on what the manager need
them to do .
4.3 .3 .2 Coordination
The researcher found out that there is no coordination among the members in
logistics department. When department provided the activities for people in the
department to doing together, there are a few people invited the activities. For
example, Hell and Farewell party for management level and Chri.stmas party. People
do not want to join in the party. Also while working they do not want to work with
others, they just work with the same group that they belong. They do not want to
change to other people or group. Sometimes, they have to go to work in the field site,
if they cannot go out with the same group. They do not seen to be willing to go out.
4.3.3.3 Support System
The researcher found out from the observation that the support system in
Logistics Department is not enough. There were complaints from people in the Glass
Wear said they do not have enough resource and equipments to support their work.
For example, they do not have the computer in their working area. Also many people
in the Logistics ask for the training course. For example, technician in Medical
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Maintenance, these people need to go to training to do the preventive maintenance
such as calibration and repair for the equipment in AFRIMS. So, they need to update
their certificate every year and also they have to learn for the new equipment that
came to AFRIMS. For the Glass Wear, they also need the training to use the new
washing machine, dryer and sterile machine. They need to know the exact process of
these machines. And there were many people who need training in the task also
because the department provides the new program to support but they do not provide
the training to use the program. People do not know tl;ie right way to use the program.
4.3.3.4 Job Performance
The researcher found out from observation that the problem arises that from
communication, coordination and support system. These all made the job
performance of people in Logistics Department is not good enough. People are not
willing to work and they just make their work done but not effective and efficient.
Sometimes, they make a mistake because they are not clear about the order or the
process of work and equipments or program that they use. There were complaints
from the others department and sections that used the services from Lo gistics
Department.
From all these observation, the researcher found out that Logistics Department
never checks about all these things before. So, people are not aware that they were
facing the problem and also everyone in the department was a part of these problems.
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4.4 Proposed Organization Development Interventions

Based on the findings of assessment the sample to the research question in
chapter one which is what are the appropriate OD interventions that should proposed
on communication, coordination, support system and job performance .
Communication
From research findings of communication, the researcher found out that
language barrier was the problem in communication among people in Logistics
Department. There were many people who were not comfortable to communicate in
English, they cannot speak and understand English well. And they do not ask for
more information or ask to make sure before they receive the order to do their work.
There was a few times for meeting. The department called for meeting when they
faced the problem. The meeting was arranged only to solve the problem after getting
complaint from the people who used our services. There are many who do not want to
share the information with others. Also some group of people was not receiving the
information from the department but they do not ask others. The researcher proposed
the action programs for organizational development intervention on communication
as the following.
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• Hire teacher to teach English
• Teacher and Logistics members
• The class conduct every work day I two hours per class
•Class divide into two time: 11.00 -13.00 and 16.00 - 18.00

1.
2.
3.
4.

To
To
To
To

improve English skill of Logistics membe rs
solve tl1e problem from misunderstand among Logistics members
reduce the gap between management level and subord inates
solve t he problem about cross cultural communication

• Respons itJility: Tl1e facilitator takes responsible in this interv ention
• Venu e 01· place: The Logistics meeting on Head Quarter Bui lding
• Buclg ee T here is 108,000 Baht for t his intervention

1. People abl-e to listen and speaking in English

2. Red uce the mistake from misunderstand
3. Increase in communication between management level and subordinate
4. Redu ce the conflict among Logistics members

For this Organization Development Intervention the researcher proposes the
Logistics members to have an opportunity to increase their English skill to hire
teacher to teach English such as listening and speaking. The classes conduct in every
work day and have two classes in each day. First class starts at 11.00 - 13.00 and the
second class starts at 16.00 - 18.00. The researcher will take a role as the facilitator
for this intervention. The Class will be performing in the Logistics meeting room in
head quarter building. The cost for this intervention is about 18,000 per month and
the total cost is 108,000 Baht with 6 months of time frame. There are four objectives

76
for this intervention. First objective is to improve English of Logistics members.
From the finding analysis the researcher found that language barrier was the problem
in communication among Logistics members. So, English course can help people
improve their English skill, they are able to listen and speak English. Second
objective is to solve the problem from misunderstand among Logistics members.
This intervention can help people understand each other more and reduce the mistake
and complaints from others. Tl;iird objective is to reduce the gap between
management level and subordinate. This intervention can help the subordinates not
afraid to talk with their supervisor. Fourth objective is to soLvet he problem about
cross culture communication. This intervention can help people know the culture of
the supervisors more. After this intervention the researcher expectea people in the
Logistics Department can understand English better. Since the subordinate can
communicate in English, the supervisors can understand the problem of their
subordinates better. So, the atmosphere in Logistics Department is better and people
are willing to work more than before.

*

• Meeting
• Rotate to every section in Logistics Department
• The meeting conduct every first and third Wednesday of month I one
hour per meeting
• The meeting conduct at 9. 00 - 10. 00

. To share information, ideas and experience
2. To make people aware of the problem
3. To create the coordination in the section
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• Re s p o n s it::i tlity: Tl•e facilitator t a k es r es ponsil::ile in tloi s i n t erve nti o n
• Venu e o r p l ace: Tl• e Logistic s n<e e tin g 4 floor on C lo ea n1-. pr"1l )ra r a 111ee
Builclin g
• Bu c l get : Tl<ere i s n o co s t for tl<i s interve ntion

. People open mined
2. People in the section help to solve the problem together
3. People aware that they were a part of this Department

For this intervention the researcher proposes the department to arrange the
meeting for every section and rotate by section to section per meeting. For example,
first meeting for Administrator section and second meeting for Supply then go to
other section until it is done for every section. After the first round, they will start to
rotate again for the next round. The meeting will be conducted on every first and
third Wednesday of the month. The meeting is conducted at 9.00 - 10. 00 and there is
one hour per meeting. The meetings are conducted at Logistics meeting room in
Charlermphabharamee Building. The time frame for this intervention is 3 month.
The researcher will take role as a facilitator to conduct the meeting and there is no
cost for this intervention. The researcher provides three objectives for this
intervention. First objective is to share information, ideas and experience among
people in the section, also communicate with Chief department at the same time. This
intervention can help people in Logistics to be open-mined more than before. Second
objective is to make people in Logistics aware of the problem of each section. This
intervention can help people brainstorm to solve the problem to gether. Third
objective is to create the coordination in the section. This intervention can help
people in the section interact with each other more. They will be aware that they are a
part of the section. They need to help each other to solve the problem. After this
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intervention the researcher expected that this intervention will create a better
communication in each section and they can improve work performance of each
section in Logistics Department.
Coordination
From the research finding analysis of coordination, the researcher found out
that there was no coordination among Logistics members. People were not willing to
work as a team. They just want to be i the same group. They do not want to work
with other people who are ot from their group. Also some people do not want to
work with others, they just work as one man show. But some job needs the people
who are responsible more than one person to take care. There are some ego and bias
among people in the Logistics Department. The researcher proposed action program
for organizational development intervention on coordination as the foll owing.

• Workshop I Activities
• All Logistics members
• The workshop conduct first Monday of every month I one hour per
workshop
·The workshop conducts at 10.00 -11.00

. ·----------- . - - - - - - - · - - ·. ·-----. --- ·------ · - - 1. To make people know each other better
2. To improve the coordination among Logistics members
3~ To create trust among Logistics members
4. To increase work

~-----·-··-· ·--··---·--

,
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• Responsibility: Tl1e facilitator takes responsible in this intervention
• Venue or place: Tile meeting in roorn 205 on Library Builcling
• Buclget: Tl1ere is 6, 000 Ballt for tl1is intervention

For this Organization Development Intervention the researcher proposes the
Logistics members should have an opportunity to do some workshop and activities
together as Logistics Department never conducted the workshop I activities. So, the
researcher will take role as a facilitator to conduct the activities. The meeting
conducts on first Monday of every month. The meeting starts at 10.00 - 11.00. There
is one hour pe meeting. The meeting will be conducted in room 205 on 2nd floor of
library building. The cost for this intervention is about 1,000 baht per meeting and
total cost is about 6,000 baht. The time frame for this intervention is 6 months. There
are four objectives for this intervention. First objective is to make people in the
Logistics know each other better. This intervention can help Logistics members
understand each other more and this is can reduce their ego and bias. Second
objective is to improve the coordination among Logistics members. People will be
able to work with others as a team. Their work will be complete faster. Third
objective is to create trust among Logistics members.

This intervention can help to

reduce pressure while working, if people in the department trust each other they are
willing to help each other and work flow is smoother. Fourth objective is to increase
work performance of the Logistics members. This intervention can help the
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performance of Logistics members to be effectiveness. After this intervention, the
researcher expected people in Logistics can work as a team and share the experience
and ideas of work with the others. When anyone face the problem that had happen
before the experience of the others will help them to solve the problem and do not
make the same problem. The customers will be satisfied with services of Logistics.
Support System
From the research finding analy:sis, the researcher found out that there was a
problem about the support system. There were some sections of Logistics department
do not have enough resources and office equipments. For example, Glass Ware has
not enough computers to use. There was only one computer in the supervisor room
but they do not have a computer in their working area. So, they were not receiving
the information from the department. Also there is another problem about the
knowledge and skill of work of the people in Logistics Department. The department
provided the new equipments and program without training. There are many people
who did not know the right process of work of the equipments that they used. For the
program in the computer, people who had the excess to use tbe program but not
everyone understand the process of program and how it is used. They just do as trial
and error. This is waste time and they have to do the duplicate work. The researcher
proposed action programs for organizational development intervention on support
system as the following.
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·Buy new computer for support in Glassware

1. To make people in Glass Ware communicate with other easier
2. To make Logistics members rece ive the same information
To make people in Glass Ware respond for the information faster

• Responsibi lity: The facilitator takes responsible in this interve ntion
• Venue or place: Wasl1ing Room
• Budget: There is 30,000 Baht for this intervention

r--,.--------···-

1. Eas ier to reach them by e-mail
2. Peo ple in Logistics Department understand the information in the
same direction
3. Better in communication in the Logistics Department
------"··--·---------·--..

.

i

····--·-------··----·------·-~-.----···--,_,

For this Organization Development Intervention the researcher proposes the
supervisor to discuss with Chief of Supply section as people in Glass Ware could not
communicate in English. So, the researchers help people in Glass Ware about how to
talk with their Chief section about this problem. Then let the supervisor take role as a
facilitator to discuss with chief section. The new computer will be installed in
washing room on

1st

floor at main research building. The cost for this intervention is

about 30,000 baht. There are two objectives for this intervention. First objective is to
make people in Glass Ware can communicate with others easier. This intervention
cari help others reach people in the supply by e-mail easier. Second objective is to
make Logistics members receive the same information, they will receive the same e-
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mail and do not ask from other. This intervention can help people in Logistics
understand the information in the same direction. The information will not change
because it comes from the sender to the receiver directly. Third objective is to make
the people in Glass Wear respond for the information faster. This intervention can
help people in Logistics Department have a better communication. For example, if
there is a computer in Washing room, people who work there can respond to theemail faster when they receive, they do not wait for the supervisor to check the e-mail
and he will go to tell everyone in the Washing room also while the supervisor takes
leave, they can receive the information and respond by themselves. After this
intervention the researcher expected that the problem about miscommunication will
be solved and also this intervention help them to receive the information and there
will a faster feedback than before.

• Traini ng
• Techn icians from IVlecl'ica l Maintenanc e a ncl L ogistics members who
neecl the training
• The training concluct on Tuesclay of every week I two hours per
training
·The training concluct at 13.00 - 15.00

I

·. -·--·-. . . . . ' ·- - - ·- - - .- .- -·- - -·-· -·-.-· - ·.-· -,

~----.---

. To make the users understand the process of the equipments that they
se
. To let people share their experience to others
3. To make them working together more

L - - - - - · - -..·-··-·--------··-·- .

i

I

I
!
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• Responsibility. The facilitator takes responsible in tl1is intervention
• Venue or place: Glass Ware Section
• Budget: Tl1ere is no cost for tl1is intervention

1. Solve the problem about mistake of work
2. To develop the communication in Logistics Department
3. To develop the coordination in Logistics Department

For this Organization Development Intervention, the researcher proposes the
users who need the training for their equipments training with the technicians from
the Medical Maintenance. The researcher will take as the role of facilitator to conduct
the training. The training conducts every week on Tuesday. The training starts at
13.00- 15.00. There is two hours per training. The training will be conducted in
Glass Ware Section on first floor of Main Research Building. The time frame for this
training is two months and there is no cost for this intervention. There are three
objectives for this intervention. First objective is to make users in Glass Ware Section
understand the process on work of the equipment that they use. This intervention can
solve the problem about mistake of work. So, they can use the equipments in the right
direction and the equipments will not damage. Second objective is to let Logistics
member share their experience with others. This intervention can help to develop the
communication in Department. For example, they have more interaction with each
other. Third objective is to make them work together. This intervention can help to
develop the coordination in Logistics Department. They help each other feel like they
can work together while training. After this intervention, the researcher expected that
people in Logistics Department can use the equipments in the right direction and they

THJ!:ASSUIVJPTTON UNJVERSJTYLIBRAllY
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can work faster and the result of work will be effective. And they do not have to waste
the time and money to repair the equipment that was the result for use with the wrong
direction like the past. Also this intervention can improve communication and
coordination of the Logistics members. The people feel that they are a part o the
department and they are important people for this department. If this entire problem
can be solved the work performance of people will be increased.
Job Performance
From the research f,inding analysis of worl~ performance, the researcher found
out that work performance of people in Logistics Department was low. They did not
pay attention fo their work much. They just get the work done but not complete.
There were also reflected from the problem of communication, coordination and
support system.. These created the mistake then work performances of Logistics
members were not effective and efficient. The researcher proposed the action
programs for organizational development intervention programs on job performance

o

as the foll owing.
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• Give award as a reward
• The Logistics who complete work and never make a mistake in each
month and people who help other solve the problem of work
• The award conduct in the first part of the workshop I activities
• The award conduct around 10 minutes

1. To en courage the people pay attention in their wo rk
2. To increase jo performance

• Respo 1sibility: The facilitator takes responsible in this interv ention
• Venu e or place: While worksliop/activities
• Budget: T here is 4,000 Baht for this intervention

1. Solve the problem from mistake of work
2. The j ob performance is effectiveness and efficiency
"'i

.. .... ~· . ...re·~·~ .

For this Organization Development Intervention, the researcher proposes chief
of Logistics Department should give tH'e a ard to the people who complete their work
without any mistake in each month. The researcher will take the role as a felicitator
for this intervention. The award will be given in the first part of workshop and
activities arranged on Monday of every month. There is only 10 minutes for part.
The time frame for this intervention is 6 months. The cost for this intervention is
about 4,000 Baht. These are the cost to provide the certificate and frame for the
people who will receive the award. For example, The Medical Maintenance
technicians who were teach the people in the Glass Ware section understand the
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process of the equipment in washing room. Because they have to sacrifice the time to
do their work to teach others. Also for the people who can complete their work on
time and without any mistake or complaint from other department and section in each
month. There are two objectives for this intervention. First objective is to encourage
people pay more attention to their work in order to solve the problem about this
mistake from work. Second objective is to increase work performance of Logistics
members. This intervention can help work performance of the people in Logistics
Department to be effective and efficient. After this intervention, the researcher
expected that everyone know about the importance of themselves and they are parts of
the department. Then people in Logistics Department pay more attention while
working and do not make a mistake in their work. The services can e reached to the
new level.

• Cou nseling as a punishment
• People who make th e same mistake
• Record in the personnel file of Logistics Department

. To make people be aware of the mistake
To increase in job performance
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• Responsibility: Tl1e facilitator takes responsible in tl1is intervention
• Venue or place: In cl1ief of Logistics Department Office
• Buclget: There is no cost for this intervention

2. The avoid the complain from others depa1iment

For this Organization Developme t ntervention, the researcher proposes the
counseling for the punishment. The counseling is gi en to the people who always
make the same mistake of their work. This will be recorded in the personnel file of
that person and the counseling document will be kept it in the Chief of Logistics
Department Office. The researcher will take the role as a facilitator to do this
punishment with the Chief, secretary and chief sections of Logistics Department. But
during the counseling, there will be only Chief department, chief section and person
who was punished know about this. It will be not announced in public. The time
frame for this intervention is about 6 months and there is no cost for this intervention.
There are two objectives for this intervention. First objective is to make people aware
of the mistake while they work. People need to be aware that they need to complete
their work but not just get it done. This intervention can help avoid the mistake from
their work. Second objective is to increase job performance of Logistics members.
This intervention can help to avoid the complaint from other departments and sections
that use the services of Logistics Department. After this intervention, the researcher
expects that people in Logistics Department can work faster because they will focus
on their work more than the past and do not waste time to go back to solve their
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mistake again. This is can move the Logistics Department reach the goal of
department about to be good in services for the organization.
After the researcher proposed all intervention programs for re-orientation of
culture in Logistics department and touch more human side among Logistics members
also the researcher emphasis on "life on" in Logistics Department. Then the
management level knows and understands the needs of the members in the department
better. The researcher realizes that attitude of Logistics members was the important
part and there is need to lie concerned in order to solve all problems.
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Table 4.10 Table of ODI before and after proposed

English course for improving
. inter language communication
• Language ba~_rier
•.Low English skill
•Gap betw.een management
and subordinate

·1ev~I

'

skill • ·

Able to understand and
~peaking in English
Reduce misunderstand and
conflict
.Increase in communication
between management and
subordinate

.

,;, Cld.se min ded
· • Do not sh are inform ation
To create the coordination

• No trust .

Create trust

·~"Ego and .bias
• Notwilli
,,. .--_ ng t q_. work as a
team,

Red uce ego and biqs

-~ '·'~

',.~,;.· .

' ~"'. '

'·

Improve in coordination
<" .•
J,

.Increase in job performance
·:.· ·-'.

(~,. _:J;: -~;;;~-- .

· ~ Not enough com pu ter
• Do not receive the·
·
information

", commu nication
Understand the information in

,'~··, :.~L. \\ -

. ; . :· .::;

~:,

: :~~i! ·, ,;:,

_- -~
',1

"'~ -

• Low skill of wo~k
.~ 'D9 not kri'ow the process of
work ..
· ~ Waste time for duplicate

w'ork!, .

.

lmproye in sktllofwork
Understand the right process of
work
·Save time and can complete
work on time

Job i;>erformance
1:· . ' "'')

•Low performar:ice
-;·.:_,•._, .· ., ... : • " '
'"

t·· ,---\..

pay attention in work

'-~

_Increase injob per~ormance
Encourage to pay more
attention in work

••>'.Not complete
work
.
' '. : '
•
increase in job performance
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CHAPTERS
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS
In this chapter, the researcher presents the summary of findings, conclusions

and recommendations based on the results of the study. There are three parts for this
chapter. First part describes the summary of researcher finding of three variables
which are communication, coordination, support system and work performance.
Second part presents the conclusions and tfile last part provides the recommendations
for the organization as thF}'uture research.
5.1 Summary of findings
In Summary, the major findings of this study are to describe and analysis the

current situation of communication, coordination, support system and job
performance of Logistics Department of AFRIMS. The researcher conducted the data
collection to the respondents in the Logistics Department. In order to identify and
propose an appropriate organization development intervention program, the
researcher presented in three phases which are finding analysis, proposed organization
development intervention and expec ea outcome. For finding analyses development,
the researcher used the quantitative and qualitative to analysis the data. The
researcher used the interview guideline as the instrument to collect the data. In order
to acquire more valuable data, the researcher also used the observation checklist to
support the data analysis. For proposed organization development intervention, the
researcher designed the organization development intervention programs to improve
communication, coordination, support system and job performance in Logistics
Department. For expected outcome, the researcher expects that after the intervention
program the Logistics Department is developed and shifted toward to the new level of
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the services. The researcher describes the summary of main findings in this study in
the following paragraph.
5.1.1 Demographic Profile
After the researcher distributed the questionnaires to all members of Logistics
Department, there were 41 respondents. There were four questions which are age,
gender, education background and work experience.
In terms of age, most people in Logistics Department are in age range around
31 - 40 years old.
In terms of gender, most people in Logistics DepartmenJ are male.
In terms of education background, most people in Logistics Department
graduated in bachelor's degree.
In terms of work experience, most people in Logistics Department have worked
in Logistics Department more than 6 years.
According to the results of demographic profile of people in Logistics
Department, the majorities were male in the age range 31 - 40 years old, they hold the
bachelor's degree and have

orked in the o ganizatio:n for more than 6 years.

In order to get the accurate data collection, the researcher used quantitative
analysis to make the respondents answer the truth of their feeling about the area of
study. The researcher identifies all of results of this study as follows.
Communication
Logistics members perceived that they have a problem in communicating in
English language. There were not clear about the information that they received but
they did not ask for more information. There were close minded and the supervisor
never realized their subordinate did not understand the process of work and not clear
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on the order that they gave. Many times the supervisor thought that their subordinates
understand what they said because they never asked.
The department did not arrange for a meeting often, mostly the supervisors
called for a meeting when they get in to a problem or get the complaint from the
users. Also people in Logistics Department are close-mined. So, they do not have a
chance to speak out on what they want, they just follow the order from the order of
the supervisor and solve the problem after getting complaints from their mistakes.
Coordination
Logistics members perceived that they did not want to speak out and they did
not want to share the information and expertise with others. They thought that they
were cleverer than other members and also thought they would lose their benefit if
they share the information with others.
As Logistics Department did not provide the activities for people in the section
much, people in the department seem to be not close with each other. They do not
want to work as a team. They always work as one man show. 'This created problems
for mistakes because some work need people to wor together more than one person
in order to make work complete faster and avoid the mistake.
Support System
Logistics members perceived that they do not have enough authority to make
the decision for work. As AFRIMS is the organization of Army. So, AFRIMS have
the level of the people and authority follow the rank grade. After the researcher
conducted the interview, the researcher saw that this was not a problem but the real
problem was people have not enough English skill and computer to support.
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As the researcher mentioned above that people in Logistics Department have a
problem in communicating in English because they never have a chance to improve
their English. Also for the problem about people in Glass Ware Section did not have
the computer in their working area. The management lever never realized about this
problem because these people cannot speaking English. So, they never tell their boss
that they need a computer to support them as equipment for work and communicate
with other people outside the section.
There were another pro"blem about training, the department provided new
equipments and also install new program into the computer but they never provide the
training to use the equipment or program. People just used it as they know and
understand. but they did not understand the process of work of the machine. So,
machine broke, people used in the wrong direction. Also for the program in the
computer people did not understand the program, they just did it as a trial and error
but this is a waste of time.
INCIT

Job Performance

0

*

People in Logistics Department had low work performance, people did not
understand in the process of their work and not fo cus on their work much. They just
get their work done but not complete. These created mistake of their work.
According from all problems above which are communications, coordination
and support system were created the problem of work performance. People did not
ask for more information, they just keep it quiet. People did not want to coordinate
with other, they did not want to work as a team. There was a realization that training
was needed for them in order to increase their skill and experience.
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5.1.2 Proposed Organization Development Intervention

After the process of diagnosing the current situation in term of
communication, coordination, support system and work performance of Logistics
Department of AFRIMS, the researcher proposed the appropriate organization
development intervention program to each area of studies in this research as follow.
The researcher proposed two organization development interventions. First
intervention, the researcher proposed Logistics Department to conduct the English
course to Logistics

me~b ers

in order to increase English skills of people. This can

help to solve the problem about misunderstanding and decrease the gap between
management level and subordinate level. For second intervention, the researcher
proposed the Department to conduct the meeting twice a month and rotate to every
section. This intervention helped people in Logistics have a chance to speak out on
what they need and become open-minded. Their words can go to the management
level directly and easily. And people in the department can receive the information in
the same direction. These interventions can help Logistics Department improve in
communication and also reflect the better coordination.
The researcher proposed the organization development intervention. The
researcher proposed Logistics Department to conduct the workshop and activities
once a month in order to make people get together and doing the activities as a group.
This intervention can help people in Logistics feel that they were closer and willing to
coordinate with each other more and they also can work as a team. This can improve
the coordination of people and also create the better atmosphere in Logistics
Department. Also these can help to increase in work performance of the people.
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The researcher proposed two organization development interventions. First
intervention, the researcher proposed Logistics Department to conduct the
management level to provide the computer to support the need of people in the Glass
Ware Section in order to use it as tool to communicate with others. They can
communicate more easily and received the same information with other and also can
reply or act faster. Second the researcher also conducted the management level to
provide the training course by

as~cing

for the technician in Medical Maintenance to

train other members about how to use new equipments and machines. This
intervention helps people understand the process of work of the equipments and
machine that they use, people can coordinate more. This intervention can decrease
the mistake of work and also increase work performance of people.
The researcher proposed two organization development in erventions. First
intervention, the researcher proposed Logistics Department to give the award as a
reward in order to encourage the people pay more attention in their work. The
researcher found out that when people pay more attention, the mistakes were
decreased and the work erfurmance increased. Second "ntervention, the researcher
proposed the department give the counseling as the punishment in order to make
people aware of the mistake. People need to know they need to complete not just get
the work done. They need to have more responsibility on their duties. These
interventions can help Logistics Department improve in work performance.
5.2 Conclusions

According to the finding analysis, the researcher found out that Logistics
members were facing the problem on communication, coordination, support system
and job performance.
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In terms of communication, there were lacks of communication among member
in the department because language barrier and cross culture communication. Many
people in Logistics cannot communicate in English. Also people in Logistics were
close minded and did not speak out.
In terms of coordination, there was low coordination among their team. People
performed their task only, did not want to work as a team. Mostly they work as a one
man show but they make a mistake and did not get the work complete on time. But
some work needs people to be responsible more than one person to complete the
work.
In terms of support system, the Logistics Depart has many sections and they
were far away from each other. They need the e-mail or telephone in order to
communicate among people in the department and also communicate with other
people from different departments and sections. But there were some area without a
computer to support their work and communication. There were some people who
did not receive the information, this made people respond lafe. Also the researcher
found out that the training is needed for people in this department. The department
provides new equipments and machine to be used, but they did no t provide the
training to teach people about how to use the equipments in the right way. People just
used their equipments and machines as trial and error. It created the work delay and
the management level get the complaints from other departments and sections that
used the services of Logistics Department.
In terms of job performance, people in Logistics did not pay attention to their
work enough. Mostly, they make the same mistake and were not aware of the
problem from their mistake. They just get the work done but not complete.
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According to the problem of communication, coordination and support system were
reflecting on work performance of people. The researcher found out that if these
problems were solved, people can increase their work performance and they can work
effectively and efficiently.
After analysis of the current situation of the Logistics Department, the
researcher proposed the organization development intervention program to each are of
problem which are communication, coordinat~ n, support system and job
performance.
For communication, the researcher proposed the Logistics department to
conduct the English course for improving inter language communication skills
program. In order to improve English skills of people in the department and also
conduct Logistics meeting for interaction and communication program. In order to
make the people communicate more and they can have a chance to speak out on what
they need. These two programs can improve the communication in the department.
For coordination, the researcher proposed the Logisties,Department conduct
workshop to create teamwor<. and coordination prngram. In order to make people get
closer and learn how to work as a team.
For support system, the researcher proposed the Logistics Department to
conduct the budget for new equipment program. In order to perceive the management
level buys the new computer to the section that needs to use the computer in order to
improve system and also improve communication among people in the department.
Also, the researcher conducted training course to improve skill and ability of
Logistics members program, in order to improve the skill and ability of people. The
management levels ask for corporation from the technician in Medical Maintenance to
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train people on how to use the equipments and machines in the right way. These two
programs can improve in communication and coordination at the same time.
For job performance, the research proposed the Logistics Department to
conduct the reward for people of the month program. In order to encourage people to
complete their work on time without any mistake and complaint for other
departments. The researcher also conducted the punishment for awareness program
for counseling the people who make the same mistake for many times. These two
programs can help people in I:ogistics department pay more attention to their work
and they can improve in job performance. People can work more effectively and
efficiently. Also the researcher found out that to solve the problems of
communication, coordination and support system the job perform ance must improve
automatically.
5.3 Recommendations for the organization
Since the researcher studied the areas of problem of Logistics Department
which is communication, coordination, support system and job performance, after the
department realized about the problem and conducted the appropriate organization
development intervention program. The researcher recommends continuing the
intervention program in order to make people in the department have communication
and coordination more often. Also these intervention programs can make the
management level understand the real situation and problem from people inside of the
-·

Logistics department itself. There is no need to listen to the other people. But people
in the same department can receive the same information and it is create two way
communications. So, management level can understand what is needed or necessary
for their people. They can provide the appropriate equipments and training program
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that is suitable for the style of work. Then people can work more effectively and
efficiently. The work performance will be increased and the department can achieve
the goal.
5.4 Recommendations for the future research
After the researcher studies the areas of problem which is communication,
coordination, support system and job performance, the researcher found out that the
interesting area is communication. As Logistics Department and AFRIMS is the
organization that corporate between US military and Thai civilians work together and
there were the prob1efn s about the cross culture communication. Based on people
coming from different background and language work together, there was some
conflict about the culture difference. For example, the working styles of US military
are different style of working when compared with Thai people. Bu culture is the big
problem. So, the researcher recommend to study on this area for a long term. Culture
did not focus only on the working style of US military and Thai civilian but there was
the senior and junior also, there was the gap between each level and these create many
problems. · So the researcher recommends focusing on culture and studying deeply on
this area. Also the researcher realizes that attitude of Logistics members was
important, then the researchers recommends to study more on attitude in order to
understand how and why the members think and also the conflicts among Logistics
members. ·
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EPILOGUE
In the past, the business world focused from the outside-in but today I realize
that in order to develop the organization, the organization needs to develop and
manage the people from inside-out. If the organization is strong, people can work
effectively and efficiently. The organization can survive in the market and also can
achieve the top line in the market.
As I studied MMOD program for two years. I have gained a lot of knowledge
and experience both from the lecturers and the experience of themselves which is very
challenging and usefu1 for my life. I can gain the knowledge and experience to
develop myself both in personnel life and professional life.
For the first semester I started this MMOD program I had learnt about myself,
thinking process and how to assess myself. These made me understand myself better
and realize what my weakness is and how to develop myself. These programs make
me realize that before I understand and develop others, I need to understand myself
first.

*

Since I can analyze

0

*

yself then I can observe and analyze others. Then I can

use the knowledge from MMOD program in order to develop my organization that I
work for. Also I have an idea to discuss with my boss about the problem and situation
in my section. I realize that change is needed to develop the organization but this is
the hardest part. There are many program of change that I had learned in class. Also I
learn how to deal with the people in different behavior and thinking.
This is not easy to walk until today but I am very and proud of myself that I
can do it. These make me understand the words "It's difficult but not possible." I pay
the most effort to do this research and I found out that it was difficult but I need to
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complete it. Last thing I would like to thank you all MMOD professors and friends, I
gain a lot of knowledge and experience from you all.
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APPENDIX A
Questionnaires
PLEASE MARK ONE
RESPONSE FOR EACH ITEM:

Strongly
Strongly
Disagree Neutral Agree
Disagree
agree

Part II Opinions about communication

5. I have a good understand of the
process of work in our department

ol

·-

6. Top Management keeps me welJ
informed about depart ent matters
that affect me
7. Communication'within our
Department is generally clear, direct
and respectful

ol

r

o2

o3

4o

o5

o2

o3

4o

o5

o3

4o

o5

...

ol

o2

8. I have a good understanding of our
Department's goal

ol

o2

o3

4o

o5

9. I feel comfortable with silence

ol

o2

o3

4o

o5

10. I always give the feedback to my
supervisor directly when I meet the
working problem

ol

o2

o3

4o

o5

11 . My supervisor always asks me to
express the suggestion

ol

o2

o3

4o

o5

o2

o3

4o

o5

12. I am be able to communicate in
English

..

ol

~

~

~

Soll

13. I feel comfortable to work with
people from different culture

ol

o2

o3

4o

o5

14. There is good communication in
my department

ol

o2

o3

4o

o5

15. Members of our Department pull
together to get the job done.

ol

o2

o3

4o

o5

16. There is a common and agreed
vision of future success for member
in department

ol

o2

o3

4o

o5

Part III Opinions about coordination

-
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17. Department members have a
common goal which motivates them
or achieve a desired result

ol

o2

o3

4o

o5

18. Whenever I needs help, our coworkers are willing to help me

ol

o2

o3

4o

o5

ol

o2

o3

4o

o5

ol

o2

o3

4o

o5

o2

o3

4o

o5

o3

4o

o5

4o

o5

19. When I faced with the problem, I
strive to solve the problem by myself
without asking for help from other
20. Our member keep their expertise
and information to themselves and do
not want to share it with others
21. Our member have learned to
work together effectively and
transfer tactic knowledge with each
others
22. I have an attitude that I know best

ol

)r

N

ol

o2

";"r""_

23. There is a prevailing attitude in
our department that people ought to
fix their own problems and not rely
on help of others

ol

24. There are good interactions
among my co-worker

ol

Part IV Opinions about support
System

ol

o2

o3
r;:::::::::

..

~
25. I am able to make creative ideas
and/or can even use my own
_E ol
_,_
knowledge and experience into
2'
current jobs
l'Pl'6

~

o2

o3

4o

o5

o2

o3

4o

o5

o2

o3

4o

o5 -

26. I clearly understand the policies
for staff benefits

ol

o2

o3

4o

o5

27. I have enough opportunities for
my carrier development in this
department

ol

o2

o3

4o

o5

28. I feel I am contributing to the
department's mission

ol

o2

o3

4o

o5

29. I feel part of the department
working toward a share goal

ol

o2

o3

4o

o5

30. I am able to access the
information to get things done within
the organization

ol

o2

o3

4o

o5
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31. Decision making process in my
department contributed in group
motivation
32. I feel the department provides
enough information to enable me to
do my job well

33. I am enough authority to make
decisions when I need to make

ol

o2

o3

4o

o5

ol

o2

o3

4o

o5

ol

o2

o3

4o

o5

ol

o2

o3

4o

o5

34. I feel there are encouragement
given for discussions and consensus
in my department
Part V Opinions about job
Performance

"

35. Mostly my job performance is

higher than most workers on the job

36. I always finish my job as
expectation whatever my boss
supervise
37. I have clear job specification and
responsibilities

38. The degree of worthwhile
accomplishments I got from doing

s

~ 1 ~.

ol

o2

-< 1 ~

o3

4o

o5

ol

o2

I•

o3

4o

o5

ol

o2

o3

4o

o5

o2

o3

4o

o5

o2

o3

4o

o5

o2

o3

4o

o5

ol

o2

o3

4o

o5

ol

o2

o3

4o

o5

ol

o2

o3

4o

o5

ol

o2

o3

4o

o5

ol

~

1,f

my work are high

-39. I performed my work that suit my
value

40. My current work is rather
specialized and take pride in my
work results

ol

\

....... -

41. I have ability to conduct multijob during time period

ol

o!

-42. I am an employee who loyalty
through a long time to work in
logistics department

43. I always encourage myself and
other to do the job as best result

44. I am not view my job as position
but a lifelong task to conduct
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APPENDIXB
Interview Guideline
Communication

1. What the problems do you find in communication among members is Logistics
Department?

2. How can logistics members do to create effective communication?

3. How often do you communicate with your department members in order to share
the information about your work experience?

Coordination

0

*

1. What, if anything should our department undertake to strengthen its capability to
develop and manage alliance (such as board, volunteer and staff training or a
resource development or strategic planning process)?

2. Who should be responsible for guiding alliance development in our department?
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3. Should a special group be appointed for any or all of the tasks involved? If so,
what area of expertise or individuals should be included?

Support System
1. Is it generally easier to reach you by e-mail or phone call?

2. What kind of obst cles do you think you might encounter in trying to reach both
your team goal and your personal goal?

Job Performance

ROr1t

1. What are your personal goals for improving your performance skill?
0

2. What do you think about your task and responsibility? Is this important for your
job performance?
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APPENDIXC
Observation checklist

Description
Communication: People in Logistics
Department sharing the information
to each other
Communication: Logistics members
in the organization have a same
direction
Communication: Subordinates
communicate to management level
often
Coordination: Logistics member have
a good relationship to each other

Yes

"c
4

-

I l.

Support System: Logistics members
do not understand the process in their
work and equipments
Support System: There is not enough
resource to support their work

-l=.
9

Coordination: Logistics members
always discuss to each other
Coordination: Logistics member are
not coordination in their work

No

~IT

~~

Support System: There is the
opportunity to improve their skill
Work Performance: Logistics can
complete on time
Work Performance: There is no
mistake in their work
Work Performance: There is always
make the same mistake
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