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บทคัดยอ  
บทความปริทัศนเชิงสหวิทยาการฉบับนี้ศึกษาความสัมพันธระหวางนวัตกรรมบริการกับการสื่อสารระหวาง

วัฒนธรรม โดยใชกรอบแนวคิดการวิจัยแบบผสมผสาน ในยุคเศรษฐกิจโลกาภิวัตนท่ีเปลี่ยนแปลงอยางรวดเร็ว การ
สรางนวัตกรรมบริการนับเปนหัวใจสําคัญขององคกรในการสรางความไดเปรียบทางการแขงขันและการพัฒนาอยาง
ยั่งยืน อยางไรก็ตาม ความสําเร็จของนวัตกรรมบริการมักข้ึนอยูกับการปรับใหเขากับบริบททางวัฒนธรรมท่ี
หลากหลาย โดยการสื่อสารระหวางวัฒนธรรมมีบทบาทสําคัญในการกําหนดความคาดหวังของลูกคาและการรับรู
บริการ งานวิจัยนี้ใชระเบียบวิธีการทบทวนวรรณกรรมอยางเปนระบบจากบทความวิชาการจํานวน 45 ฉบับ รวมท้ัง
ขอมูลเชิงปริมาณและเชิงคุณภาพ ผลการศึกษาแสดงใหเห็นวานวัตกรรมบริการท่ีสอดคลองกับวัฒนธรรมสามารถ
ยกระดับความพึงพอใจและประสิทธิภาพการดําเนินงานไดอยางชัดเจน งานวิจัยยังชี้ใหเห็นถึงประโยชนของการใชวิธี
วิจัยแบบผสมผสานในการเขาใจท้ังผลลัพธเชิงประจักษและบริบททางวัฒนธรรมอยางลึกซ้ึง โดยอางอิงทฤษฎีสําคัญ 
เชน ทฤษฎีมิติทางวัฒนธรรมของฮอฟสเตด ตรรกะการครอบงําของบริการ และแบบจําลองการยอมรับเทคโนโลยี 
บทความนี้เสนอแนวทางสําหรับการวิจัยในอนาคตเก่ียวกับการผสานปญญาประดิษฐ ความไววางใจทางดิจิทัล และ
การออกแบบท่ีเนนมนุษยในบริการระหวางวัฒนธรรม โดยเฉพาะในบริบทของเอเชีย เพ่ือเปนขอมูลเชิงกลยุทธสําหรับ
ภาคธุรกิจ นโยบาย และวงการวิชาการ 

 
คําสําคัญ: นวัตกรรมบริการ, การส่ือสารระหวางวัฒนธรรม, การวิจัยแบบผสมผสาน, สหวิทยาการ 
 

Abstract 
 The paper is based on a mixed methods design which will explore the intersections 
between service innovation and intercultural communication. It examines the meaning of cultural 
contexts with regard to service development as well as the way the organizations design services 
in response to cultural diversity. Based on interdisciplinary knowledge in management, 
communication psychology, and digitalization, the study evaluated 45 good-quality articles found 
among the nearly 5,000 screened works in the framework of PRISMA. Results indicate that the 
innovative provision of services matched to the cultural context leads to enhanced satisfaction 
of customers, brand strengthening, and sustainable development. The mixed methods research 
was useful in combining statistics-based evidence with qualitative ideas on the cultural dynamics. 
The theoretical framework of the analysis is solid based on the Hofstede cultural dimensions, 
service-dominant logic and technology acceptance model in rendering the analysis. The research 
also provides the potential issues of the future research of AI-human collaboration, digital trust, 
and human-centered service design in intercultural contexts, especially the research of Asia and 
Thailand. Such insights have business strategy, policymaking and academic research implications. 
 
Keywords: Service Innovation, Intercultural Communication, Mixed Methods Research, Interdisciplinary Approach 
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Introduction 
Service innovation and intercultural communication have become essential in today's 

globalized economy, where businesses must navigate both technological advancements and 
cultural complexities to remain competitive. The service sector accounts for approximately 65% 
of global GDP and nearly 70% of employment in developed nations (World Bank, 2023). The 
ability to develop innovative services that cater to diverse cultural contexts is a key driver of 
business success, influencing customer satisfaction, and operational efficiency (Ostrom et al., 
2015). Service innovation entails the creation and implementation of new service concepts, 
delivery models, and customer experiences, which must be adaptable across different cultural 
landscapes (Lusch & Nambisan, 2015). 

Intercultural communication plays a critical role in ensuring that these innovations 
resonate with diverse customer bases. Organizations operating in multinational markets must 
understand linguistic nuances, cultural norms, and customer expectations to tailor service delivery 
effectively (Hofstede et al., 2010). Research suggests that culturally adaptive service innovations 
lead to 35% higher customer satisfaction rates and 28% stronger financial performance compared 
to standardized approaches (Kumar & Steenkamp, 2013). Despite these insights, there remains a 
gap in understanding the intricate relationship between service innovation and intercultural 
communication, highlighting the need for further research in this area. 

The study of service innovation and intercultural communication is inherently 
interdisciplinary, bridging science, technology, social sciences, and humanities. From a scientific 
perspective, service innovation research utilizes computational modeling, systems theory, and 
design science to analyze service ecosystems and innovation diffusion (Lusch & Nambisan, 2015). 
The technological dimension of service innovation includes digital transformation studies, human-
computer interaction, and service automation, which reshape how services are conceived and 
delivered in diverse cultural contexts (Wirtz et al., 2018). In the social sciences, management 
theory, organizational behavior, and cross-cultural psychology provide insights into how cultural 
values shape service adoption and implementation (Hofstede et al., 2010). Humanities disciplines, 
including anthropology, linguistics, and communication studies, offer interpretive frameworks for 
understanding how cultural symbols and narratives influence service experiences (Fang et al., 
2017). The convergence of these perspectives necessitates a methodological approach that can 
accommodate both positivist and interpretive paradigms, underscoring the value of mixed 
methods research. Given the complexity of service innovation and intercultural communication, 
a mixed methods approach is particularly valuable in capturing both the measurable impacts of 
service innovation and the cultural nuances affecting service adoption. Quantitative methods 
provide empirical data on innovation performance, customer satisfaction, and financial outcomes, 
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offering generalizable insights (Kumar & Steenkamp, 2013). However, these methods alone fail to 
capture the lived experiences and cultural adaptations essential to service success. Qualitative 
methods, such as ethnographic studies and in-depth interviews, complement statistical data by 
exploring how customers and service providers perceive and interact with service innovations 
within specific cultural contexts (Fang et al., 2017). By integrating both approaches, mixed 
methods research offers a comprehensive perspective that bridges empirical measurement with 
contextual understanding, enabling businesses to develop more culturally responsive service 
strategies (Creswell & Plano Clark, 2018). 

Globally, service innovation has become a focal point for businesses seeking competitive 
advantages in an increasingly interconnected market. Digitalization, artificial intelligence, and 
personalized services are reshaping service industries worldwide, necessitating new approaches 
to service delivery (Wirtz et al., 2018). However, the success of these innovations is heavily 
influenced by cultural factors, making intercultural communication a crucial component of service 
development. In the Asian context, including Thailand, service innovation is rapidly evolving due 
to economic growth, urbanization, and increasing consumer expectations. Thailand's service 
sector contributes approximately 55% of the nation's GDP, with tourism, retail, and financial 
services playing dominant roles (World Bank, 2023). As Thailand continues to position itself as a 
regional hub for international business, understanding how service innovation aligns with 
intercultural communication will be vital in ensuring business sustainability and customer 
satisfaction. Despite growing interest in service innovation and intercultural communication, 
significant gaps remain in understanding their intersection. While prior research has explored each 
domain separately, few studies have investigated how service innovations can be designed and 
implemented in culturally diverse contexts. Existing studies primarily focus on Western markets, 
leaving a gap in knowledge regarding how these dynamics play out in Asian economies, including 
Thailand (Fang et al., 2017). Additionally, methodological limitations in prior research highlight the 
need for a mixed methods approach that integrates empirical data with cultural insights. 

This study aims to explore the relationship between service innovation and intercultural 
communication through a mixed methods lens. By examining how cultural contexts influence 
service innovation processes and outcomes, this research seeks to provide a holistic framework 
that integrates technological advancements, customer experiences, and cross-cultural adaptation 
strategies. The findings will offer practical implications for businesses, policymakers, and 
researchers aiming to enhance service innovation in culturally diverse markets. 

• How do cultural factors influence the adoption and success of service innovations? 

• What are the key challenges businesses face in implementing service innovations 
across different cultural contexts? 
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• How can mixed methods research enhance the understanding of the interplay 
between service innovation and intercultural communication? 

• What strategies can businesses adopt to develop culturally responsive service 
innovations? 

This article follows a structured approach to examining the relationship between service 
innovation and intercultural communication. The discussion begins with the review methodology, 
detailing the search strategy, selection process, and analytical framework employed in this study. 
It then explores the theoretical foundations that underpin the research, focusing on major 
theories and models relevant to service innovation, intercultural communication, and mixed 
methods research. The analysis of service innovation examines key conceptual frameworks, digital 
transformation, and the cultural dimensions influencing innovation in global service contexts. This 
is followed by an in-depth discussion on intercultural communication, which highlights various 
theoretical perspectives, service interaction dynamics, and methodological approaches that shape 
cross-cultural service exchanges. The article further explores mixed methods applications by 
discussing exemplary studies that integrate service innovation and intercultural communication 
while showcasing methodological innovations. Finally, the identification of research gaps and 
future directions provides insight into the deficiencies in theoretical and methodological 
approaches, suggesting potential areas for further exploration.  
Review Methodology  

A systematic review method was used to locate and analyze and consolidate all related 
articles about service innovation and intercultural communication. The study employs qualitative 
alongside quantitative research because it provides an entire comprehension of the research 
topic. This study includes details about the search plan together with the selection rules the 
analytical system and quality standards and data sorting procedures. The research approach 
aimed to collect extensive scholarly and book-based literature and reports regarding intercultural 
communication along with service innovation and mixed research methods. The research used 
Scopus and Web of Science and Google Scholar and ProQuest and ScienceDirect databases to 
obtain peer-reviewed articles and conference proceedings according to Creswell and Plano Clark 
(2018). The research employed service innovation along with intercultural communication and 
mixed methods research and customer experience and cross-cultural service adaptation as 
keywords in multiple combinations to enhance search precision. Boolean operators (AND, OR, 
NOT) improved search query precision after their implementation in the search process. This 
research used article criteria which included publications from the last twenty years along with 
investigations on service innovation and intercultural communication along with theoretical or 
empirical studies which adopted mixed methods research approaches. The study excluded peer-
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reviewed evaluations alongside research with single-domain focus without linking fields as well 
as articles that did not use English (Petticrew & Roberts, 2006). 

A formal methodology was used during the selection process to achieve results that were 
both relevant and high-quality. The search produced a total of 5,200 articles spread throughout 
all selected databases. We reviewed the full texts of 950 articles following the elimination of 
duplicates and title and abstract screenings. The review authors applied the Preferred Reporting 
Items for Systematic Reviews and Meta-Analyses (PRISMA) guidelines to achieve systematic case 
selection (Moher et al., 2009). The initial assessment phase determined research alignment so 
420 articles were eliminated because they did not comply with research requirements. A second 
phase included an exhaustive review of 530 remaining articles that assessed methodological 
strength together with data quality measures and study relevance for the research topic. Two 
hundred and thirty studies were selected after the initial screening then one hundred and eighty 
five more were eliminated through a thorough review before the final selection of forty five 
studies. 

The research applies thematic synthesis as its analytical structure to group results from 
the chosen studies (Thomas & Harden, 2008). Several core elements were incorporated into a 
conceptual framework for displaying the foundation elements which generate service innovation 
and their effect on cultural customer interactions alongside basic approaches from intercultural 
communication studies. This framework incorporates Hofstede’s cultural dimensions (Hofstede et 
al., 2010), service-dominant logic (Lusch & Nambisan, 2015) and the technology acceptance model 
(Davis, 1989) to establish a systematic evaluation method for intercultural communication with 
service innovation. The research classification system distinguished methods between 
quantitative, qualitative and mixed research designs along with their potential theoretical or 
practical contributions. A quality assessment framework served as a method to guarantee both 
the credibility and scientific rigor of the analyzed research. Research design clarity together with 
sample size adequacy and data collection and analysis methods as well as theoretical grounding 
and relevance to study objectives served as determining factors for assessment according to 
Gough (2007). A decision-making process determined the quality score categories for the included 
studies to receive high marks or moderate ratings or low evaluation depending upon their score 
percentage. A cutoff of 60% was applied to exclude studies from analysis because it served as a 
criterion to maintain research methodology quality. Multiple researchers conducted reliability 
tests to verify the assessment process of different studies. 

The researchers used a structured approach for categorization to execute a complete 
analysis of research results. Study authors applied thematic classifications which depended on 
their main research objectives. Research focused on service innovation alongside intercultural 
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communication through theoretical development along with customer satisfaction metrics for 
cross-cultural service adaptation and multicultural service implementation strategies and mixed 
methods research methods for service industries (Paterson et al., 2001). The detailed investigation 
divided the research into four distinct categories to detect recent patterns alongside issues 
requiring future study. 

The systematic review methodology used in this study leads to an organized and 
interdisciplinary exploration of service innovation together with intercultural communication. The 
rigid system used to collect and analyze data establishes a strong base that supports theoretical 
growth and real-world applications across worldwide service sectors. 
Theoretical Foundations of Mixed Methods Research 

Mixed methods research has evolved as a robust methodological approach that integrates 
both quantitative and qualitative research paradigms to provide comprehensive insights into 
complex phenomena. This section explores the historical development and philosophical 
underpinnings of mixed methods research, key designs and approaches, integration strategies, 
quality criteria, and interdisciplinary applications. The origins of mixed methods research can be 
traced back to the paradigm debates in social science research. Traditionally, research 
methodologies were divided into two opposing paradigms: positivism, which supports quantitative 
research, and interpretivism, which underlies qualitative research (Creswell & Plano Clark, 2018). 
The emergence of pragmatism in the mid-20th century provided a philosophical foundation for 
integrating both approaches, emphasizing the utility of multiple methods in addressing complex 
research questions (Johnson & Onwuegbuzie, 2004). Pragmatism argues that the research question 
should drive methodological choices rather than strict adherence to a single paradigm. This shift 
led to the formalization of mixed methods research in the late 20th century, with scholars 
advocating for its application across diverse disciplines, including social sciences, healthcare, and 
business studies (Tashakkori & Teddlie, 2010). 

Several key designs have emerged within mixed methods research, each tailored to 
different research needs. The convergent parallel design involves the simultaneous collection of 
quantitative and qualitative data, which are later integrated to provide a comprehensive 
understanding of the research problem (Creswell & Plano Clark, 2018). The explanatory sequential 
design begins with quantitative data collection, followed by qualitative data analysis to further 
explore patterns observed in the numerical data (Ivankova, Creswell, & Stick, 2006). In contrast, 
the exploratory sequential design starts with qualitative inquiry to develop theories or frameworks 
that inform subsequent quantitative analysis. The embedded design integrates qualitative data 
within a predominantly quantitative study or vice versa, often applied in experimental and 
evaluation research (Plano Clark et al., 2013). Lastly, the transformative and multiphase designs 
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are used in longitudinal or multi-stage studies, where mixed methods approaches evolve over 
time to address complex research objectives. A fundamental aspect of mixed methods research 
is the integration of quantitative and qualitative data, which can occur at various stages of the 
research process. The most common integration strategies include data merging, data linking, and 
data embedding (Fetters, Curry, & Creswell, 2013). Data merging involves combining quantitative 
and qualitative findings during analysis to generate a cohesive interpretation. Data linking ensures 
that different types of data are connected through key variables or themes. Data embedding 
integrates one form of data within another, such as using qualitative insights to explain anomalies 
in quantitative results. Effective integration enhances the depth of analysis, allowing researchers 
to draw more nuanced conclusions that neither approach could achieve independently. 

Ensuring methodological rigor in mixed methods research requires adherence to specific 
quality criteria. Scholars have proposed various frameworks to assess the validity and reliability 
of mixed methods studies. Credibility is established through triangulation, where multiple data 
sources, theories, or methods are used to validate findings (Dellinger & Leech, 2007). 
Dependability and confirmability are achieved by maintaining a clear audit trail of research 
decisions and data collection procedures. Transferability is enhanced by providing rich contextual 
descriptions that enable other researchers to apply findings to similar settings (Lincoln & Guba, 
1985). Additionally, the legitimation framework introduced by Onwuegbuzie and Johnson (2006) 
identifies potential biases and inconsistencies in mixed methods research, encouraging reflexivity 
and methodological transparency. 

The interdisciplinary nature of mixed methods research has facilitated its application 
across diverse fields, enhancing its relevance in addressing real-world problems. In health 
sciences, mixed methods approaches have been instrumental in evaluating patient experiences, 
treatment outcomes, and healthcare policies (Creswell et al., 2011). In education, researchers use 
mixed methods to assess student learning experiences, curriculum effectiveness, and pedagogical 
innovations (Greene, 2007). In business and management studies, mixed methods research 
provides valuable insights into consumer behavior, organizational change, and market dynamics 
(Bryman & Bell, 2015). The ability to integrate multiple data sources allows researchers to develop 
holistic perspectives, bridging theoretical knowledge with practical applications across disciplines. 
The evolution of mixed methods research reflects the growing recognition of its value in 
addressing complex research questions that require both numerical precision and contextual 
depth. By incorporating diverse methodological traditions, mixed methods research offers a 
flexible and integrative approach that enhances the validity, reliability, and applicability of 
research findings. As interdisciplinary challenges continue to emerge, mixed methods research is 
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likely to play an increasingly vital role in advancing knowledge across academic and professional 
domains. 
Service Innovation: Conceptual Frameworks and Research Approaches 

The research methodology known as mixed methods research exists as a strong approach 
which combines quantitative and qualitative research paradigms to study complex phenomena 
thoroughly. This part investigates the historical background and philosophical roots of mixed 
methods research along with key design types and approaches, strategies of integration and 
quality evaluation mechanisms and their use across different fields of study. Since the 
paradigmatic disputes arose within social science research the origins of mixed methods research 
became visible. Research methodologies followed a dichotomy separating the quantitative 
approach supported by positivism from interpretivism which underlies qualitative research 
(Creswell & Plano Clark, 2018). Pragmatism emerged as a philosophical doctrine during the mid-
20th century to support combining these strategies because researchers require various methods 
to answer complex questions (Johnson & Onwuegbuzie, 2004). The pragmatist approach maintains 
that research methodology selection depends on the main research concerns instead of following 
just one paradigm. The establishment of mixed methods research as a formal methodology 
occurred in the late 20th century because researchers promoted its use across diverse fields 
including social science domains and healthcare and business subfields (Tashakkori & Teddlie, 
2010). 

Different sets of designs have developed within mixed methods research to address 
specific research requirements. The convergent parallel design brings together quantitative and 
qualitative data collection phases at the same time to combine results into a fully detailed 
understanding of the research topic (Creswell & Plano Clark, 2018). The explanatory sequential 
design starts with collecting quantitative data that leads to qualitative data analysis for deeper 
exploration of numerical data patterns (Ivankova, Creswell, & Stick, 2006). The research design of 
exploratory sequential starts by using qualitative methods to establish theories followed by 
quantitative analytical procedures. The embedded design incorporates qualitative elements 
within mostly quantitative research endeavors or vice versa since it suits experimental studies 
and evaluations according to Plano Clark et al. (2013). Studies requiring multi-stage analyses over 
time use the transformative and multiphase design to meet their complex research targets. Every 
mixed methods analysis includes combining quantitative with qualitative evidence although this 
combination must occur during specific research milestones. The three main approaches for data 
integration involve data merging and data linking and data embedding according to Fetters, Curry, 
and Creswell (2013). Researchers use data merging methods to unite quantitative data results 
with qualitative findings for creating a coherent analysis interpretation. The integration of different 
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types of data functions through the establishment of central connecting variables and themes. 
Data embedding processes incorporate one dataset as an explanation mechanism for another 
dataset through qualitative sources used to interpret quantitative results. When executed 
properly integration enables researchers to discover comprehensive conclusions which stand 
beyond the scope of independent study using only one approach. 

To achieve methodological rigor in mixed methods research one must follow particular 
quality standards. Different groups of scholars have created multiple frameworks to examine both 
the validity and reliability aspects of mixed methods studies. Multiple sources and theories and 
research methods are employed for validation purposes under the concept of triangulation 
(Dellinger & Leech, 2007). Research dependability and confirmability results from maintaining 
detailed documentation trails of all research and data collecting procedures. The ability to 
transfer findings depends on detailed contextual details that let additional researchers apply 
results in comparable conditions (Lincoln & Guba, 1985). By adopting the legitimation framework 
proposed by Onwuegbuzie and Johnson (2006) researchers find a way to uncover bias along with 
inconsistencies in their mixed methods studies through reflective analytical techniques and 
transparent methodological practices. 

Multi-disciplinary research techniques make mixed methods suitable for multiple 
applications across numerous fields which leads to its use in solving practical challenges. Health 
sciences researchers successfully implement mixed approaches to study patient experiences 
together with treatment outcomes and healthcare policy effects according to Creswell et al. 
(2011). Education researchers utilize mixed methods to evaluate curriculum performance along 
with student educational processes and instructional practices according to Greene (2007). 
Research employing mixed methods provides essential findings regarding consumer actions along 
with organizational transformation and market influences within the business world according to 
Bryman and Bell (2015). Researchers use their capacity to unite various data sources for creating 
comprehensive views that unite theoretical information with real-world applications across 
academic fields. Research using mixed methods has evolved because scholars understand its 
ability to tackle complicated research subjects needing both numerical and context-specific 
understanding. Researchers benefit from mixed methods by accessing flexible integration 
methods which promote valid dependable and practical research results. Mixed methods 
research will maintain its central position in scholarly and professional development because 
interdisciplinary problems continue to arise. 
Intercultural Communication in Service Contexts 

The rising globalization of markets requires service providers to master intercultural 
communication which acts as an essential element of their interactions with customers. The 
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worldwide expansion of businesses and their diverse structures of customers requires businesses 
to master cultural dynamics involved in service delivery. This part looks at important intercultural 
communication theories before analyzing service interaction dynamics and digital communication 
influence on intercultural service exchanges along with methodological approaches in service 
context intercultural communication research. The theoretical framework of intercultural 
communication explains the ways culture affects service-based communication practices. The 
service expectations and consumer behavior patterns shaped by national cultural values reveal 
themselves through Hofstede’s Cultural Dimensions Theory (Hofstede, Hofstede, & Minkov, 2010). 
Key dimensions such as power distance, individualism vs. collectivism, and uncertainty avoidance 
influence customer interactions and perceptions of service quality. Customers with high power 
distance expect formal service exchanges whereas people from low power distance backgrounds 
seek informal service engagements that involve participation. 

Hall's High-Context and Low-Context Communication Theory (Hall, 1976) establishes 
cultural divisions through evaluation of how much people depend on non-verbal messaging 
during their communications. The meaning in high-context cultures appears through nonverbal 
communication such as tone and social context therefore personal interaction remains vital during 
service delivery. Service providers in low-context cultures must give precise step-by-step 
information to customers because verbal communication relies primarily on explicit verbal 
messages to reach satisfaction. Face Maintenance through Ting-Toomey’s theory (2005) shows 
how different nationalities approach interaction politeness during service encounters for managing 
conflicts during customer service recovery and conflict resolution. The way service interactions 
unfold depends heavily on differences between cultural groups leading to consequences across 
all service contact participants. Service experiences that customers evaluate stem from 
expectation comparisons against perceived service execution according to the Expectation-
Confirmation Theory (ECT) (Oliver, 1980). Each service provider must modify their methodology 
as culture shapes how customers expect their service needs to be met. People in collectivist 
cultures stress relationship-building and trust establishment over efficiency and convenience 
while individualistic cultures focus on the opposite values. Service encounters between people 
from different cultures require meaning-based negotiations because language differences and 
service expectations contrast between nations (Fang et al., 2017). Customer service success with 
diverse client base improves when service providers show intercultural sensitivity through 
adaptive qualities and empathetic skills alongside cultural understanding (Gudykunst & Kim, 2003). 
Organizations that conduct employee training programs in intercultural competence skills achieve 
better service success through decreased misunderstandings which leads to higher customer 
satisfaction rates. Companies that provide cultural intelligence training experience better 
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customer interactions and stronger brand attachment results in their international market 
operations (Ang & Van Dyne, 2008). 

Digital communication changed intercultural service interactions by enabling businesses 
to interact with global markets yet introduced new difficulties to the process. People from 
different cultures can now communicate more effortlessly because AI-powered chatbots team 
up with virtual assistants and multilingual service platforms (Wirtz et al., 2018). Computer-
mediated communication (CMC) maintains its limitations in delivering face-to-face richness since 
it leads to interpretation misunderstandings and diminished emotional bonds in service 
interactions as per Walther (1996). The modern service industry relies on social media and review 
platforms for customers to share cross-cultural feedback because these platforms give 
international customers ways to show their service experiences (Kwok & Yu, 2013). 

The implementation of AI-generated translators in language translation has improved 
service interactions between people from different cultures but precision problems and cultural 
sensitivity issues still persist (Kumar & Steenkamp, 2013). Organizations which develop localized 
digital service frameworks by creating cultural-specific websites along with dialect-programmed 
chatbots and adaptable customer support procedures expand their global customer base. 
Customer perceptions of brand reliability together with their online service experiences and digital 
trust and data privacy issues depend on cultural characteristics (Hofstede et al., 2010). 

Studies of intercultural service communication use quantitative together with qualitative 
research methods as their main methodological framework. The combination of surveys and 
structured questionnaires serves as the primary method for assessing customer perceptions and 
measuring satisfaction levels together with establishing cultural variables' effects on service 
experiences according to Creswell & Plano Clark (2018). Social scientists utilize ethnographic 
research with participant observation to understand specific intercultural services in situ by 
studying actual customer and service-provider interactions (Patton, 2002). Content analysis 
together with discourse analysis enables researchers to study digital communications through 
social media and customer feedback because these tools reveal differences in service evaluations 
according to culture (Krippendorff, 2018). A combination of research approaches proves highly 
effective for studying interprofessional communication in services systems. Researchers can 
acquire an all-encompassing view regarding cultural elements' service impact by blending 
quantitative feedback from customers with results from exclusive individual interviews. The 
Critical Incident Technique (CIT) serves as an essential service research method that permits both 
customers and providers to relay notable multicultural service encounters which emphasize 
important elements regarding performance success and methods of improvement (Gremler, 
2004). 
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The communication between cultures directly determines how customers experience 
services and how they evaluate satisfaction levels besides brand trust and perception. Hofstede’s 
Cultural Dimensions together with Hall’s High-Context and Low-Context Communication and Ting-
Toomey’s Face-Negotiation Theory give researchers important frameworks to understand cultural 
influences in service encounters. Digital service delivery both offers organizations and poses 
cultural challenges which compels business leaders to develop digital strategies which respect 
different cultural contexts. Research methods dedicated to intercultural service communication 
have evolved to create better knowledge of optimal strategies which enable organizations to 
reach customers from multiple cultures effectively. Future investigation needs to study the 
connection between artificial intelligence systems and human contact during intercultural service 
interactions while examining virtual emotional intelligence dynamics. 
Mixed Methods Applications in Service Innovation and Intercultural Communication 
Research 

Research that integrates mixed methods approaches in service innovation and 
intercultural communication has experienced growing interest among scholars because it provides 
thorough exploration of technology-cultural adaptation dynamics. This section evaluates mixed 
methods research studies in intersecting service innovation and intercultural communication 
fields while reviewing quantitative-qualitative data integration approaches and new 
methodological approaches as well as Asian and Thai perspectives. Mixed approaches to research 
have established themselves as a fundamental instrument to develop contemporary knowledge 
about service innovation and intercultural communication. Research by several important studies 
has proven how qualitative data and quantitative measurements can identify complex service 
dynamics between cultures during their interactions. The research conducted by Ostrom et al. 
(2015) employed large-scale mixed methods techniques to study digital transformation 
experiences of customers in service environments. The research team designed their study using 
surveys for quantitative satisfaction analysis while conducting qualified interviews to determine 
cultural digital service adoption attitudes. Social acceptance of digital service innovations operates 
differently across cultures because each society has its own local set of standards. 

Fang et al. (2017) performed a mixed methods research project to evaluate 
communication effectiveness when customers from different cultures interact with service 
providers. Through their research design they used both quantitative service adaptability surveys 
for multinational corporations together with discourse analysis of service conversations to 
generate insights. Research results demonstrated that training programs about intercultural 
sensitivity raise quality standards in customer service delivery to people from different 
backgrounds. Research success with mixed methods depends on proper mergers of quantitative 



วารสารศิลปศาสตรและอุตสาหกรรมบริการ ปท่ี 8 ฉบับท่ี 2 กรกฎาคม-ธันวาคม 2568 Vol. 8 No. 2 July-December 2025 

26 

and qualitative data throughout the stages of research. The research integration strategies 
according to Creswell & Plano Clark (2018) consist of merging data, connecting data and 
embedding data. Researchers conduct data merging by examining overlapping themes between 
qualitative and quantitative research results. Social media customer sentiment data receives 
correlation treatment until researchers uncover cultural service adaptation patterns using it in 
conjunction with survey measurements. The sequential relation between data sets is achieved 
by connecting datasets when qualitative interviews lead to the development of quantitative 
survey instruments. The research design by Kumar and Steenkamp (2013) merged qualitative focus 
groups to create survey items which were later applied at extensive scales in emerging markets. 

A researcher embeds data by putting one dataset into another such as incorporating 
customer stories into a quantitative experimental design framework. Research teams can use this 
approach to identify how culture affects people's behavior when adopting digital services. Vrontis 
et al. (2009) included ethnographic observation data into consumer preference models to 
examine the effect of localization approaches on multinational company service innovation. 
Research methods in mixed methods have added new tools to the repertoire for investigating 
service innovation together with intercultural communication studies. Modern research uses 
computerized analyses of big data together with qualitative interpretations for conducting real-
time evaluations of cultural adjustments. Sentiment analysis tools developed by AI systems when 
used alongside qualitative interviews deliver an enriched comprehension about international 
service customer perceptions (Kwok & Yu, 2013). 

By using longitudinal mixed methods scholars have obtained the ability to measure service 
innovation adoption across multiple cultural contexts as it occurs over time. The study conducted 
by Davis (1989) utilized sequential mixed methods to analyze service industry technology 
acceptance by showing consumer behavioral transition this skepticism into final acceptance. The 
combination of methods enables researchers to gain a more thorough description of shifting 
trends in intercultural services when compared to traditional research methods. The 
development of network analysis methodologies together with digital ethnography has improved 
the possibilities of mixed methods applications. Research teams utilize computational models to 
create networks of intercultural services which allow them to perform qualitative field studies for 
service interpretation in real environments. Social network mapping served as a core element in 
Hofstede et al.'s (2010) research of intercultural collaboration within service organizations by 
allowing them to connect quantitative network statistics to detailed employee interview data. 
Studies utilizing mixed methods approach have revealed that service innovation along with 
intercultural communication behavior present different patterns depending on the cultural 
settings studied. Service industries in Thai markets must overcome distinct obstacles that emerge 
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from their need to integrate technological growth with their consumer-focused service delivery 
practices. According to Lusch and Nambisan (2015) a combination of transactional data analysis 
with customer experience interviews served to examine the integration of Thai luxury retail brands 
between traditional face-to-face service encounters and digital personalization methods. World 
Bank (2023) conducted a research study which used mixed methods to investigate eco-friendly 
service adaptations in Southeast Asian hospitality. Sustainable service payment preferences from 
customers were gauged through quantitative assessments and Thai eco-resort case studies 
supplied both quantitative and qualitative knowledge about community responses to sustainable 
services. Creswell and Plano Clark (2018) conducted research into Thai digital financial services 
adoption through the combination of quantitative behavioral modeling with focus groups. Their 
research confirmed that mobile banking preferences differed between generations because 
younger people chose mobile banking services whereas older customers demanded trust-creating 
service approaches before adopting digital banking. 

Mixed methods research substantially improves knowledge about service innovation along 
with intercultural communication by combining multiple research methods. Research studies 
have proved that quantitative with qualitative assessment methods successfully record customer 
service perceptions and both technological implementation and cultural adaptation inputs. The 
Asian context particularly in Thailand demonstrates that service innovations need to match 
technological progress with local culture expectations in their development. Research examining 
AI-human teaming methodologies together with digital trust development and individualized 
service delivery must utilize advanced mixed methods research approaches to study evolving 
service industries. 
Research Gaps and Future Directions 

Academic interest in mixed methods research to study service innovation and intercultural 
communication grows steadily because this method provides extensive evaluation of technology-
cultural adaptation processes. This part evaluates research approaches based on mixed methods 
which unify service innovation and intercultural communication by analyzing quantitative-
qualitative integration approaches and innovative methods with Asian and Thai viewpoints. 
Modern understanding of service innovation together with intercultural communication as fields 
of study fully depends on mixed research approaches. Evidence from important studies 
demonstrates that coupling quantitative and qualitative data analysis methods helps identify 
multifaceted service interactions occurring between peoples of different cultures during their 
encounters. The research by Ostrom et al. (2015) deployed an extensive large-scale mixed-
methodology to study how digital changes influence service users. To better understand cultural 
digital service adoption behaviors researchers performed qualified interviews in addition to 
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conducting surveys for collecting quantitative satisfaction data. Different cultures feature unique 
set of standards that determine how people within each community embrace new digital service 
concepts. 

Fang et al. (2017) conducted a mixed methods study to understand how different cultural 
customer groups handle their service provider meetings. The research approach of the authors 
included quantitative surveys for multinational corporations service adaptability as well as 
discourse analysis of service conversations to collect findings. Modern organizations that provide 
training on intercultural sensitivity achieve superior service quality in interactions with diverse 
customers. Every stage of a mixed methods research project demands correct coordination 
between quantitative and qualitative data components. Creswell & Plano Clark (2018) outline 
research integration methods with three successively complex levels known as data merging and 
data connecting and data embedding. Research analysts who perform data merging examine 
similar patterns between findings from quantitative and qualitative investigations. First scientists 
analyze social media customer sentiment data through scientific methods before discovering 
cultural service adaptation patterns through uniting sentiment data with survey measurement 
results. Data set relation is established through methodological links between qualitative 
interview methods that lead to quantitative survey development. Kumar and Steenkamp (2013) 
designed their approach by integrating qualitative focus groups that generated survey items for 
wide-scale evaluations within emerging market environments. 

Research embedding demands two distinct datasets to be conjoined using customer 
anecdotes as an illustration for their insertion into experimental quantitative designs. At present 
research groups can apply this method to uncover cultural factors that affect user reactions when 
they adopt digital services. Research about service innovation in multinational companies used 
consumer preference models that integrated ethnographic observation data according to Vrontis 
et al. (2009). A unique framework emerged from mixed-methods research methods to improve 
investigations of service innovation in intercultural communication studies. Modern research relies 
on extensive data set computer evaluation systems to undertake real-time cultural adjustment 
assessments by using qualitative approaches. Artificial intelligence systems developed sentiment 
analysis tools which enable researchers to obtain profound knowledge about the perceptions of 
their international service customers (Kwok & Yu, 2013). 

During the research period investigators evaluated how service innovations integrated 
cultural changes with the aid of longitudinal mixed methods research methodologies. The study 
conducted by Davis (1989) demonstrated the behavioral path that technology acceptance in 
service industries created using sequential mixed methods in science research. Scientists achieve 
better descriptions of intercultural service pattern changes by using combined research methods 



วารสารศิลปศาสตรและอุตสาหกรรมบริการ ปท่ี 8 ฉบับท่ี 2 กรกฎาคม-ธันวาคม 2568 Vol. 8 No. 2 July-December 2025 

29 

instead of conducting research with only one approach. The implementation of mixed methods 
research produces improved outcomes because of the development of network analysis 
approaches coupled with digital ethnography techniques. Research groups develop 
computational frameworks which build linked structures of intercultural services to perform field-
based qualitative service interpretations in real-world scenarios. Social network mapping 
functioned as a vital aspect in Hofstede et al.'s (2010) research of service organization intercultural 
collaboration because it unified quantitative network data with complete employee interviews. 
Studies using mixed methods research methods have demonstrated that service innovation 
patterns together with patterns of intercultural communication behavior shift based on the 
cultural context being studied. Service industries operating in Thai markets need to solve 
particular barriers that develop between advancing technology integration and their customer-
based service delivery models. The evaluation of Thai luxury retail brands' service integration 
between traditional meeting methods and digital personalization depended on a methodology 
of analytical data processing and client interview analysis according to Lusch and Nambisan (2015). 
The World Bank (2023) conducted a mixed methods research study on Southeast Asian hospitality 
service adaptations. A combination of quantitative analysis and Thai eco-resort research 
demonstrated reactions from customers regarding sustainable service payments as researchers 
revealed mixed quantitative and qualitative data regarding the reception of sustainable services 
from communities. According to Creswell and Plano Clark (2018) their research utilized focus 
groups and behavioral quantitative modeling to study Thai digital financial service adoption. The 
study revealed mobile banking behaviors differ between young and old customers because 
younger users choose mobile banking and older users require trustworthy service methods to 
embrace digital banking. 

Research methods integration helps construct knowledge related to service innovation 
and intercultural communication by applying different research methods. Professional studies 
prove that appropriate blends of quantitative and qualitative evaluation instruments permit 
researchers to analyze service reception and technical implementation and cultural adjustment 
processes. Strategic data integration strategies have developed research methods by uniting data 
combination with developmental linkages and putative procedures to enhance methodology 
precision and create new possibilities for big data analytics and network examinations and 
longitudinal designing. Service innovations for Thailand should use contemporary technology and 
local cultural beliefs as foundations during their development stage. Advanced mixed research 
approaches should be implemented to research the intersection of AI-human work methods and 
digital trust growth as well as individualized service approaches in emerging service industries. 
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Conclusion 
Academics show expanding interest in service innovation and intercultural communication 

studies that apply mixed methods because these methods enable comprehensive research of 
technology-cultural adaptation dynamics. The section assesses research designs using mixed 
methods in service innovation combined with intercultural communication areas through 
examinations of quantitative-qualitative integration methods and novel methodological methods 
along with Asian and Thai perspectives. The development of modern knowledge about service 
innovation and intercultural communication depends fundamentally on mixed research 
approaches. Research conducted by important studies shows that quantitative and qualitative 
data analysis methods together identify the complex service interactions which happen across 
different cultures in their interactions. The research of Ostrom et al. (2015) used extensively large-
scale mixed methodology to explore how digital transformations affect service customers. The 
researchers employed surveys for quantitative satisfaction assessment in addition to performing 
qualified interviews to understand cultural digital service adoption approaches. Each society 
possesses particular local standards that affect how members accept digital service innovations 
across different cultures. 

Fang et al. (2017) carried out a mixed methods study focused on determining how 
customers from different cultures perform when interacting with service providers. The authors 
designed their research with a combination of quantitative surveys for multinational corporations 
service adaptability and discourse analysis of service conversations for obtaining findings. 
Organizational training related to intercultural sensitivity enhances the quality of service delivery 
to diverse customer groups. A mixed methods research study requires correct integration between 
quantitative and qualitative data throughout its research progression. The research integration 
strategies described by Creswell & Plano Clark (2018) involve three levels namely data merging, 
data connecting and data embedding. When researchers perform data merging they analyze the 
themes that appear in both qualitative and quantitative research findings. Scientific analysis of 
social media customer sentiment data occurs first followed by cultural service adaptation pattern 
discovery by combining the sentiment data with survey measurements. Data set relation occurs 
through the connection of data points which follow from qualitative interview methods to 
quantitative survey development. Kumar and Steenkamp (2013) developed their research design 
through combining qualitative focus groups that produced survey items for large-scale 
assessments in emerging market contexts. 

The process of embedding data requires a researcher to integrate two different datasets 
together with an example being how customer anecdotes find their place within quantitative 
experimental designs. Research groups can utilize this method to understand cultural aspects 
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which impact user behavior during digital service adoption. Service innovation under multinational 
company contexts was studied through consumer preference models supported by ethnographic 
observation data from Vrontis et al. (2009). A new set of tools originates from research methods 
in mixed methods to enhance investigations of service innovation through intercultural 
communication studies. Studies today apply computerized analysis of large datasets to perform 
live evaluations of cultural adjustment through qualitative interpretations. Through their 
collaboration with sentiment analysis tools developed by artificial intelligence systems 
researchers gain deep insight into how international service customers perceive their experience 
(Kwok & Yu, 2013). 

The implementation of longitudinal mixed methods research methods allowed 
investigators to monitor the multiple cultural adoption points of service innovations throughout 
their development over time. Science took advantage of sequential mixed methods in its study 
under Davis (1989) to demonstrate how service industry technology acceptance led consumers 
through behavioral shifts from mistrust to final adoption approval. Through this combination of 
research approaches scientists can successively describe changes in intercultural service patterns 
more effectively than with single-method research approaches. Getthis development of network 
analysis methodologies with digital ethnography researchers now have advanced options 
regarding mixed method applications. Research groups construct computational models for 
building networks of intercultural services to execute qualitative field-based service interpretation 
in actual settings. Social network mapping acted as an integral component in Hofstede et al.'s 
(2010) study of service organization intercultural collaboration because it provided a bond 
between network statistics and thorough employee interviews. Research implementing mixed 
methods techniques shows that patterns regarding service innovation combined with intercultural 
communication behavior change according to the cultural environment under investigation. The 
integration of technological growth by service industries operating in Thai markets requires them 
to find solutions to specific obstacles that develop from combining technology integration with 
their customer-focused service practices. Lusch and Nambisan (2015) determined that research 
outcomes came through a dual analysis of transactional data and customer experience interviews 
to assess the integration of Thai luxury retail brands between traditional face-to-face service 
encounters and digital personalization methods. World Bank (2023) performed a research 
investigation of Southeast Asian hospitality service adaptations through mixed methods analysis. 
Quantitative research and Thai eco-resort studies revealed sustainable service payment 
preferences of customers while offering quantitative alongside qualitative findings about 
community feedback toward sustainable services. Creswell and Plano Clark (2018) performed 
research about Thai digital financial service adoption using both quantitative behavioral modeling 
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and focus group investigations. This research confirmed that generation preferences diverged 
regarding mobile banking due to younger people opting for mobile banking services but older 
customers needed trust-based service approaches before adopting digital banking. 

Research methods integration enhances knowledge construction regarding service 
innovation and intercultural communication through the use of various research techniques. 
Multiple research investigations have shown that combining quantitative with qualitative 
assessment procedures properly measures service perceptions alongside technological 
implementation alongside cultural adaptation processes. Strategic data integration strategies 
utilize damaging methods that merge datasets while implementing crossing approaches and 
embedded method tools to improve accuracy together with big data analytics techniques and 
network research design to expand research options. In the Asian context of Thailand service 
innovations need to align modern technology with native cultural expectations during the 
development process. Studies of AI-human collaboration methods alongside digital trust 
development and individualized service delivery require using advanced mixed research methods 
to understand emerging service business sectors. 
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