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Human Resource Strategy of Service Multinational
Corporations: The Case of Dusit International

Chaturong Napathorn™

Abstract

The objective of this paper is to examine the following research question,
“How do service multinational corporations (SMNCs), specifically international
hotel chains, from Thailand manage their employees to ensure that those employees
are able to maintain Thai hospitality service upon internationalizing their business
operations?” The qualitative research design, in particular the case study of Dusit
International, was applied in this paper. Dusit International is considered one of the
most successful SMNCs from Thailand that has internationalized its hotel chains
to several countries across the globe for some time. In this respect, the findings
of this paper support the proposition that “SMNCs, specifically international hotel
chains, from Thailand are likely to adopt the glocalization human resource (HR)
strategy when internationalizing their business operations.” Specifically, SMNCs
from Thailand are likely to standardize their HR policies and strategies across
the globe whereas they are likely to localize their HR practices to fit well with
the institutional and local contexts of each country. Only one SMNC, however,
was included in this study. Thus, in-depth case studies of other hotels or SMNCs
in other industries such as banking, insurance, and information technology, and
quantitative studies with a large sample size from a wide range of industrial

sectors might be useful to deepen understandings of this topic.

Keywords: Human Resource Management, Service Multinational Corporations, Case

Study, Glocalization
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