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ABSTRACT

Thailand’s economy has shifted towards knowledge-based industries, creative
activities, and the generation and exploitation of knowledge. As part of this shift,
software is a key area of focus, with the attraction of foreign direct investment being a
key growth strategy. This thesis investigates the resulting problem of how international
organizations can effectively manage locally recruited knowledge workers when
operating in Thailand. The work centers on the critical probationary employment
period, when the company sets tone and expectations for newly recruited knowledge
workers.

While traditional methods of managing diversity in the workforce (e.g. human
resources) have not been well suited to knowledge workers, this thesis adopts a
knowledge management approach, utilizing a qualitative case study focusing on a
German software company operating in Chiang Mai. Views of German management
and existing Thai employees are collected using in-depth interviews and focus groups
before cataloguing the work performance and quality issues via a triad of determinants,
including cultural factors, work-life balance and other general issues. The software-
specific CMMI framework is then exploited to identify and understand 13 critical
incidents affecting knowledge workers’ performance at the case study. These incidents
are then combined with the triad of determinants, and tools for personal change, to

create a critical incidents personal mastery model (CPM). Personal mastery and force-



field analysis become key aspects of the CPM during its three-month implementation
on freshly recruited knowledge workers.

Results show that in terms of the triad of determinants, a variety of issues affect
knowledge workers in a diverse workforce, with three Thai perspectives towards work-
life balance, and five key cross-cultural discontinuities identified. Together these were
assimilated into the three-month CPM, which used force-field analysis and critical
thinking to build personal mastery in newly recruited knowledge workers and avoid
the 13 previously identified critical incidents. German management, existing Thai
knowledge workers and newly recruited employees evaluated the CPM, which
successfully reduced critical incidents from 13 to 5 and had positive feedback in
improving work performance from all stakeholders.

Where other techniques fall short, this research provides a novel way to
manage knowledge workers, with particular focus on the processes and tools offered
by knowledge management. Results have implications for Thailand’s software
industry, informing foreign direct investors how to best manage Thai knowledge
workers. This is critically important given the ASEAN region is likely to represent
challenges and opportunities for Thailand’s labour market with a free movement of

people and capital.
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