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1 INTRODUCTION

The number of foreign residents and tourists isdtgpncreasing in Finland. In 2011
the amount of foreign residents had grown by 9%at{§ics Finland 2012) and the
number of foreign tourists by 17% (Border InterviGurvey 2011, 2012) from the
previous year. In 2011, tourists in Finland spegraximately 2,2 billion Euros with
the highest expenditure being in the service se(@order Interview Survey 2011,
2012). The increasing number of foreign residents$ \dsitors in Finland has formed a
customer group with great purchasing power. Theeefo would be beneficial for
businesses to recognize this group and target mes®in providing satisfactory service
for them. Numerous studies (e.g. Barker and H2@8K, Sharma et al. 2009, Sizoo et
al. 2005) have found implications to the benefitantercultural training for service
employees in order to promote customer satisfactvbich in turn profits business.
However, at this point it is unclear whether thedsof this growing customer group

are met in customer service encounters in Finlaridrms of customer satisfaction.

Previous studies (e.g. Hammar-Suutari 2009, Br&038, Pitkanen 2008) related to
intercultural customer service in Finland have ryaflocused on the experiences of
civil servants but the number of existing studiesuing on the foreign customer’s
point of view is limited. This study aims to cobuie to filling this gap by studying
behaviour which led to satisfactory or unsatisfactervice outcomes in intercultural
customer service encounters in Finland betweenidioreustomers and Finnish
customer service employees. The intercultural sengncounter (ICSE) conceptual
framework by Sharma et al. (2009) was chosen asdhe framework for this study.
The ICSE framework is intended to be a common qoioed framework for
intercultural service encounters and can be usegpmesent the perspectives of both
customers as well as employees in interculturalieersituations (Sharma et al. 2009:
228). However, because the framework still needpimral testing, it was decided to

also study the accuracy and applicability of tlerfework in the context of this study.

The aims of this study are twofold and are preskiméts two research questions:
1. Why were certain intercultural service situatiorergeived as satisfactory or
unsatisfactory by foreign customers in Finland?
2. Are the propositions of the ICSE conceptual framdgwapplicable in further

studies?
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The most important aim of the study, which is shawresearch question 1, is to find
out what kinds of behaviour in intercultural custnservice encounters resulted in
satisfactory or unsatisfactory service outcomegHerintercultural customers in Finland.
The second aim of this study focuses on the funatity and applicability of the ICSE
conceptual framework in further studies. While treemework is used as an analytical
tool for the analysis of research question 1, twmieacy of the framework’s conceptual
propositions is also analysed in a separate asalysi order to make the analysis
procedure more practical and results easier toviglthe two analyses are presented in
reverse order in relation to the research questidihsis the analysis of the ICSE
conceptual framework’s accuracy and applicabilgypresented first, followed by the

analysis on satisfactory and unsatisfactory intéucal service encounters.

As the present study crosses over to the fielatercultural communication, the second
chapter of this study discusses basic conceptwifie¢ld which are related to this study.
The third chapter discusses the demographical backds of this study, intercultural
customer service issues and previous studies daotie ifield abroad and in Finland. In
Chapter 4 the ICSE conceptual framework and itdiegdpon to the present study are
discussed. This is followed by an explanation a¢ thethodology of the study in
chapter 5 which discusses the approach, data amctse of this study as well as the
analysis procedures. Chapters 6 and 7 hold the/sesafor the two research questions
separately and chapter 8 finishes with a discussfotine findings, limitations of the
study and suggestions for further studies. At tiek & this thesis (appendix 3) there is a
summary of results found for research questionHy were certain intercultural service
situations perceived as satisfactory or unsatisfgdby foreign customers in Finland?
The summary is aimed for managers and customeiceeemployees who serve
intercultural customers regularly. It offers sugges that may help improve the
customer service experience of intercultural custenin Finland based on the findings

of this study.
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2 INTERCULTURAL COMMUNICATION: DEFINING KEY
CONCEPTS

Intercultural communication can be simply definedcammunication between people
who come from different cultures (Chen and Stard€88: 28). As the topic of this
study is multidisciplinary and crosses over inte field of intercultural communication,
some key concepts related to this study in thel fedlintercultural communication will

briefly be discussed in the following sub-chapters.

2.1 Culture and communication

Culture is a complex concept that has been defineghultiple ways. For example,
Chen and Starosta (1998: 26) define culture asefotated set of shared symbolic
systems that guide individuals’ behaviours andimecthem to function as a group”.
Tiittula (2005: 123) explains that in the contekirmdercultural communication, culture
is often seen as a system of beliefs, norms andalgnthat connects a group or a
society. She continues that because culture ist@msythat is self-evident and taken for
granted, it is only noticed when confronted by ffedent cultural system (Tiittula 2005:
123). Similar to this, Martin and Nakayama (2004) @lso point out that it is difficult
to recognise our own cultural assumptions beforemaunter differing assumptions of
another culture. Therefore it can be deductedititatcultural encounters make us more
aware of our own culture, its behavioural norms aetlefs. Because of the several
definitions of culture, Martin and Nakayama (20@4) propose a method of looking at
culture from several perspectives in order to namnta more flexible approach,

especially within the topic of intercultural commcetion.

The concept of communication is also somewhat atiffi to define. Martin and
Nakayama (2004: 85) highlight the concept of megbinbe a defining characteristic of

communication. They explain that “-- communicatieeccurs whenever someone
attributes meaning to another person’s words aors&t (Martin and Nakayama 2004:
85). They continue to explain that communicatiosysbolic, meaning that words and
gestures do not have a meaning on their own but gighificance from a commonly
shared and understood meaning (Martin and Nakay2004: 85). Furthermore, the

process of negotiating meanings is dynamic and adnggand people are actively
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involved in it (Martin and Nakayama 2004: 85). lmnamunication we assume that the
other person understands our intended meaning, MJewwein intercultural

communication this assumption may not be accuMsget{n and Nakayama 2004: 85).

Culture has the ability to separate different ggofyom one another and in addition
complicate communication between the groups (Tat005: 123-124). Tiittula (2005:
124) explains that it has been assumed that irteral communication has more
communicational problems and misunderstandings tmenmunication which occurs
inside one cultural group. One reason for this @gdion is that people from different
cultures use different kinds of communication sgéts and have different kinds of
structures of knowledge that are used for intenpgetmessages (Tiittula 2005: 124).
People expect a certain kind of behaviour in aagerkind of situation and when the
behaviour is different from expected, problems ammunication may occur (Tiittula
2005: 124).

2.2 Language and intercultural communication

Intercultural encounters are becoming more and mmyemon in Finland and
especially in the service sector employees oftare fantercultural communication
situations that require skills in foreign languagesl communication (Kantelinen and
Keranen, 2005: 151). In several occupations, skill®reign languages have become a
requirement and it is no longer possible to exdasking language skills simply by
living in a monolingual city or area (KantelinendaKeranen 2005:151). Intercultural
service encounters occur daily all over the coutng therefore there is a need for
employees to be familiar with not only intercultummunication but also foreign

languages.

Language does not only function as a tool for comication but it is also used for
creating meanings (Tiittula 2005: 124). Howevesin meanings are only partially
linked to utterances and the interpretations of titterances are connected to the
knowledge structures of the hearer (Tiittula 20024). Tiittula (2005:124) explains that
the more the individuals share common knowledgsuraptions and expectations, the
better chance there is for the communication teumeessful. There is an assumption in
contrastive pragmatics, which studies cultural edéhces in language use, that the

cultural methods of using language in a certain aeyso strong that they are present
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even if the language of communication is changeittyle 2005: 125). There may also
be an asymmetry in place in the communication. Beeaf the interlocutors’ different
use of language and different knowledge of commati@o, it may be difficult to
evaluate the other person’s knowledge of the tapisituation (Tiittula 2005: 133).
Thus it may be difficult to adjust one’s languagebe more appropriate for the listener.
However it is not even often realised that the @ols in communication may result
from the speaker’s own use of language (Gunthneélackmann 2002, cited in Tiittula
2005: 133).

Tiittula (2005: 134) also discusses the conceptthofd culture in intercultural
communication situations. The concept of third wd@tmay apply to situations where
none of the participants use their native languagea lingua franca. In situations like
this, interaction requires more negotiation andrdfore it has been said that these
situations have a huge potential for conflicts t{tiia, 2005: 134). However, Tiittula
(2005: 134) continues that research has showntligaparticipants in lingua franca
situations create a cooperative style of commumgatvhich often leads to successful
communication. It has been explained that in thetgmtions the participants have set
their minds into an intercultural setting and expditferent things from the interaction
than what they would in their own culture (Tiittu2®05: 134). This may imply that
using a lingua franca that is foreign for all pagants may more likely result in
successful intercultural communication experiertbas if the language used was native

to one side in the interaction.

2.3 Intercultural competence

Intercultural competence seems to be a promineshtsamewhat controversial topic in
the field of intercultural communication today. $ea extensive theories and models
have been developed in order to define and identifgrcultural competence or
intercultural communication competence (e.g. Vudpeal. 2001, Howard-Hamilton et
al. 1998, Ting-Toomey and Kurogi 1998, Martin ana@kdyama 2004, Chen and
Starosta 1998). Deardorff (2004) studied differaefinitions for intercultural

competence at institutions of higher educatiohaWnited States and found out that in
her study the most agreed upon definition by adstriaiors and experts was the
following: “Ability to communicate effectively andappropriately in intercultural

situations based on one’s intercultural knowleddjéls, and attitudes” (Deardorff 2004
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171). Salo-Lee (2007: 74-75) similarly states tlkattural awareness, knowledge,
motivation and skills create the base for intexgalt competence. These definitions
have areas in common with the list of basic comptméhat construct competence in
intercultural communication compiled by Martin aNdkayama (2004: 407-419). The
list of components is divided into individual anghtextual components. The individual
components include motivation, knowledge (of setithers and aspects of
communication), attitudes (tolerance for ambiguigynpathy, judgementalism) and
behaviour and skills (Martin and Nakayama 2004:-408). In order to be competent in
communication, the context of the communication tmalso be understood, thus
contextual components include components suchsagrigial context, cultural context,
relational context and so on (Martin and Nakayar@@42 418-419). As for goals of
intercultural competence, Rathje (2007: 256) exglathat several goal-oriented
definitions for intercultural competence emphasigeoductivity in intercultural
interactions and that intercultural competence khtead to a successful achievement
of a goal of some sort. From all the different diions, it is clear that intercultural
competence is a complex concept that can be agprddcom many different angles.
However, Sharma et al. (2009: 232) quote Ward (R@38saying that no matter the
multiple definitions, there is a consensus thaeririltural competence influences

intercultural interactions.
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3 INTERCULTURAL SERVICE RESEARCH

This chapter serves as an introduction to inteucaltservice research as well as a
review of literature and studies done in the fiefdntercultural service in Finland and
worldwide. In the first sub-chapter there will be averview on foreign resident
demographics in Finland as well as on the experedivi foreign tourists in Finland in
the recent years. Chapter 3.2 will introduce imguairtelements in intercultural service
encounters as opposed to encounter between partisipwith the same cultural
background. Chapters 3.3 and 3.4 demonstrate u®viEsearch done in the field of
intercultural service research abroad and in Fohlaspectively. Chapter 3.5 introduces
the concept of intercultural training aimed at emyples and discusses previous studies
which promote and contribute to it. Finally at #med of this chapter there is a summary

with implications to the current study.

3.1 The demographic background

The number of foreign nationals in Finland is oe tiise. Statistics Finland (2012)
reports a steady increase in the number of foreggidents in Finland from the year
1980 to 2011. In 2011 the total number of foreigeidents was reported at 183 133
persons, while in 2010 the corresponding number 165s954. The year 2011 shows a
9% increase in foreigners permanently living inl&a from the previous year with the
total number of new foreign residents in Finland2@11 being 15 179. To further
illustrate the growth, in 2001 the number of forergsidents was set at 98 577 showing
a remarkable 86% growth in 10 years’ time (Staisstrinland, 2012). In 2011, the
overall population of Finland grew the most in 28ags (OSF 2011). During the last 5
years the migration from abroad to Finland has rdmunied more to the size of the
population than natural population growth withinnlend. In 2011, 3,4% of the
population in Finland constituted of foreign natds(OSF 2011). The following Figure
1 is based on statistics from Statistics Finlan@l@) and shows a rapid escalation on

the number of foreign residents after 2004.
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Foreign residents in Finland 2001-2011
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Figure 1: Foreign residents in Finland 2001-2011

Furthermore, a recently published collaborative study by Statistics Finland and the
Finnish Tourist Board (Border Interview Survey 2011, 2012) reports information on
foreign tourists in Finland during the years 2007-2011. In 2011, about 7,3 million
tourists visited Finland and spent approximately 2,2 billion Euros in total during their
stay. In comparison to the previous year, the amount of tourists had grown by 17% and
amount of money spent had risen by 180 million Euros. Table 1 (Border Interview
Survey 2011, 2012) illustrates the expenditure by foreign tourists in Finland in 2011. A
considerable amount of the total expenditure is used on services with shopping and food
(43,5%), restaurants and cafés (19,4%) and accommodation (18,6%) at the top of the
list.

Table 1: Expenditure by foreign passengers in Riohia 2011 (Border Interview Survey 2011,
2012).

Expenditure item Per Per Total, Share,
visit, day, million per
euro euro euro cent

Advance payments excl. package6 3,1 114,0 51

trips

Accommodation 57 11,1 414,1 18,6

Restaurants, cafés 59 11,5 430,6 19,4

Fuel 11 2,1 78,7 3,5

Shopping and food 133 25,9 966,1 43,5

Taxi fares 13 2,5 91,8 4,1

Other expenditure 18 3,4 127,2 5,7

Total expenditure 306 59,5 2222,4 100,(
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These studies and statistics display the rapideas® of foreign tourists and foreign
residents in Finland during the recent years. Tdgether with the statistics on foreign
tourists’ expenditure in Finland suggest that nollyaloes the service industry highly
benefit from having foreign tourists as custombtg, also that, as the customer base in
Finland has grown more international, the poss$ibdf service employees experiencing
intercultural service encounters is becoming morel anore frequent. Service
companies benefit from serving international cusienhowever many factors such as
cultural differences and language barriers chahgenaiture of the service encounter in
comparison to a similar encounter between people s¥tare the same language and
culture. In the following sub-chapters there wal & review on previous studies made in

Finland and abroad on intercultural service.

3.2 Service encounters in intercultural settings

Work in Finland has become more and more internatiand multicultural. Not only
have the customers become more international keretlare also employees from
different countries employed at workplaces in FudlaEmployees are facing more and
more intercultural service situations at work (Kaimen & Keranen 2005: 151-152). At
its core, a customer service encounter is essigndialinteractive situation between an
employee and a customer, where both sides havaldahgy wish to achieve (Hammar-
Suutari 2005: 112). For the customer this goabiseteive a service in a way that they
perceive satisfactory and for the employee to pl®the service the customer needs in
a way that all rules and regulations are beingofedld. When the surrounding culture
and society is familiar to both sides, the custoar@ employee are most often able to
acquire a correct role which is needed in orderth& interaction to be successful
(Hammar-Suutari 2005:112). However, when both sidéghe interaction have a
different cultural background, the service encouiméeraction changes and becomes
more challenging (Hammar-Suutari 2005: 112). Despie simplistic explanation of
customer service interaction, the encounter isact fa multi-layered phenomenon
especially when it happens in an interculturalisgttTo illustrate this, Hammar-Suutari
(2005: 112-114) mentions numerous issues that haveffect on a service encounter

with a customer from foreign backgrounds.

Prejudices towards certain groups of people haveffast on the interaction. Hammar-

Suutari (2005:112) explains that it is natural p@ople to categorise others and form
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ideas and attitudes about those categories. Thesgl@s maybe positive, negative or
even neutral, but nonetheless they have an effecun actions. Secondly, Hammar-
Suutari  (2005:112-113) mentions about previous eepees of intercultural
encounters. The quality, quantity and nature of pinevious intercultural service
encounters influence attitudes towards future ent@s. If previous encounters have
been pleasant experiences, attitudes toward fetureunters are also more likely to be
positive and the other way around. If experiendimgrcultural service encounters is
frequent and familiar, it is likely to influencedlservice encounter. Also, the nature of
the service encounter may affect the service stmafor example in a situation that
involves personal or private information. Thirdfgar and uncertainty are mentioned
(Hammar-Suutari 2005: 113). Fear may arise frorvipuss experiences of intercultural
encounters or there might be uncertainty about toogeal with an unfamiliar situation.
Language issues also cause uncertainty or stressi$e the customer or employee
might be nervous about getting their message aalessly. Verbal and non-verbal
communication is the fourth group which influendetercultural service encounters.
Hammar-Suutari (2005:113) explains that non-vedmhmunication may strengthen
the verbal message or it may reveal the truth loklihat is actually said. When the
people in the interaction come from different crgs) it is more likely that non-verbal
messages are falsely interpreted. Fifth, persottabates influence the encounter.
Hammar-Suutari (2005: 113) mentions that peoplé Wwigh self-esteem who consider
their own background valuable are more likely tofgen better when encountering
new people and different customs. These peopleatsayview unfamiliar situations as
a possibility to learn something new instead ofsidering it as something threatening.
Also, motivation and “personal chemistry” betwede tustomer and employee may
have an effect on the service encounter. Furthesntbe proficiency of the employee
and knowledge of Finnish society on the customsgide may help both sides of the

interaction to reach their goals (Hammar-Suuta@32d.14).

3.3 Studies on intercultural service abroad

Several attempts have been made to produce scalagsearch frameworks in order to
better explain the phenomenon of service situatidhe most noted of them might be
the SERVQUAL scale by Parasuraman et al. (1988)rttemsures consumer perception
of service quality. In addition, based on the SERMQ scale, Raajpoot (2004)

produced a scale for service encounter qualitymorawestern culture (PAKSERV). In
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turn, Sharma et al. (2009) build a conceptual fraork to be used particularly in

intercultural service encounters. The ICSE framéwhoy Sharma et al. (2009) was
developed so that it could be applied to both custs and employees. The ICSE
framework was chosen as the core framework in gtusly and will be explained in

detail in chapter 4. In chapters 3.3.1 and 3.3e2etlwill be a review of studies done in
the field of intercultural service research outsadeFinland. Chapter 3.3.1 focuses on
the concepts of satisfaction and interaction cotdnich are core terms in this study as
well. Chapter 3.3.2 discusses studies in serviaitguvhich has been studied a great

deal in tourism and service research so far.

3.3.1 Studies on customer satisfaction and interaoh comfort

Paswan and Ganesh (2005) did a study on interactarfort in cross-cultural higher
education services and its impact on service etialuarhese higher education services
were described as augmentation services providetieircontext of higher education
such as financial, health and housing issues tbanat fall into the category of
education but into the category of customer sergi@swan and Ganesh 2005: 101).
Paswan and Ganesh (2005) sent a survey questienalagut interaction comfort to
international students studying at four public @nsities in Texas in the United States.
The research showed that the students’ social clasgir home country was positively
associated with interaction comfort (Paswan andeSlar2005: 103-104). This means
that the higher the student’s social class the nuomafortable they felt in service
interaction. They also found that similarity orfdience of the host country to the
student’s home country also had an effect on intema comfort and that respondents
with high interaction comfort were more satisfiedhathe offered service (Paswan and
Ganesh 2005: 93). Surprisingly, the results alsmwvsld that the length of stay in the
host country did not have a strong effect on irdgoa comfort (Paswan and Ganesh
2005: 93).

Barker and Hartel (2004) studied customer expeeenm intercultural service
encounters. They focused on service employee baimavihat was considered
inequitable by the customers and hence resultednsatisfactory service which is
similar to the focus of this study. The target gron the study by Barker and Hartel
(2004) was non- Anglo-Celtic/Saxon customers irsBaine city, Australia. Based on

conducted interviews they found out that based lmn hehaviours of the service
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provider, customers from culturally diverse backgrds perceived they receive
inequitable service and thus also have a low lef/shtisfaction in intercultural service
situations (Barker and Hartel 2004: 7-10). Employpebaviours that were found to
characterise inequitable service were divided b@bavioural categories such as the use
of voice (tone, speed, volume), lack of trust (¢meg handbags, following the
customer), avoidance (lack of eye contact, sersmgeone else, pretending to be busy
etc.) and employee effort (no attempt to make ainda go “the extra mile”) (Barker
and Hartel 2004: 7). Several customers felt embamant or shame after being treated
in such a way in front of their families and pedrse customers were also unwilling to
return to organizations that had provided inequétaervice to them (Barker and Hartel
2004: 9).

3.3.2 Cross-cultural service quality research

Donthu and Yoo (1998), studied the effect of calwrientation to customers’ service
guality expectations by combining Hofstede’s (198991) cultural dimensions and the
SERVQUAL scale by Parasuraman et al. (1988) whiglasures consumer perception
of service quality. The cultural dimensions by Hefle (1984, 1991) are divided into 5
groups: power distance, uncertainty avoidanceyiddalism-collectivism, masculinity-
femininity and long-term / short-term orientatidhower distance is described as the
amount in which less powerful members in instim$ieexpect and accept power to be
distributed unequally (Hofstede 1991: 27-28). Utaiaty avoidance describes the
amount of tolerance for uncertainty or unknown aitbns (Hofstede 1991: 113).
Individualism refers to societies where individya¢ople are loosely tied together
whereas collectivism refers to societies wheretibe between individual people are
strong and where people are included in cohesivgranops (Hofstede 1991: 51).
Masculinity-femininity is described as sex-roletpats that are dominant in societies
(Hofstede 1984: 176). Donthu and Yoo (1998:180)larpthat male customers value
things such as performance and independence whienease customers would prefer
service and interdependence. The last dimensiog-tlerm / short-term orientation
refers to Confucian values (Hofstede 1991: 164-166hg-term orientation includes
values like perseverance, status-ordered relatippsind sense of shame, whereas
short-term orientation values include stabilityyiag face and reciprocation (Hofstede
1991: 165-166). In their study, Donthu and Yoo @Q8sed a written survey that was
filled by groups of people in Canada, Great-Britdimdia and the United States. The
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results showed that high service quality expeatatiwere noticeable in consumers with
low power distance, individualistic consumers, aonsers with high uncertainty
avoidance and short-term oriented consumers (Daartduyoo 1998: 184-185).

Mattila (1999) studied international customers ing@porean high quality hotels. She
made a distinction between Asian and Western tiergeind studied the role of their
culture and purchase motivation in their evaluatbrthe hotel service encounter. The
study showed that when it came to leisure travglligre Asian customers rated the hotel
service encounter and the overall service quabtye significantly lower than what
their Western counterparts did. Mattila (1999: 38#plains this to be because Asian
cultures that are service-oriented support higreetgiions of service. Mattila continued
to refer to two cultural dimensions, Hall's (198&B-77) high-context communication
and Hofstede’s (1991: 27) power distance. Mattil890:384) explains that because
Asians tend to prefer a high-context communicasoyle where non-verbal cues are
important, the short and routine-like hotel servamecounter did not meet the Asian
customers’ needs of people-oriented service. Furtbee, she continues to explain that
most Asian cultures are high power distance cutared expect to receive high quality
service (Mattila 1999:384). The hotel service retidel a Western service style which
does not put importance on status differences (Ma®99: 384). On the contrary to
leisure travellers however, business travellersnfiestern and Asian countries rated
the hotel service encounter very similarly to eather (Mattila 1999: 384). Mattila
suggests that this can be explained by the goetiid behaviour of these types of
customers. She explains that for business trageltbe output in the service encounter
is more important than the style of service, heeffeciency is considered more
important than the quality of the service interact{Mattila 1999: 384).

Mattila (2000) went on to continue research onuweltin service situations in a study
about the impact of culture and gender in custonsersice encounter evaluations. In
the study, Asian and Western hotel customers wakedato participate in a survey after
receiving service at the checkout counter and #fsr meal at a fine dining restaurant.
Mattila used power distance and communication carde the theoretical framework
for this study as well and the results showed that Asian hotel and fine dining
customers evaluated the service encounter lower Wastern customers did (Mattila
2000: 270). This finding supports Mattila’s (19989kvious study. In the newer study

(Mattila 2000), the influence of gender to customenvice evaluation was also studied.



19

However, the results did not show any significaiffiecence between genders (Mattila
2000: 269). Mattila (2000: 269) suggests that ghtliof the results, the customers’
evaluation of service encounters may be dependentuiture. She concludes by
commenting on the managerial implications of thelgtand that hospitality firms may
benefit from offering cultural training for theimgployees (Mattila 2000: 271).

3.4 Studies on intercultural service in Finland

While there are a lot of studies done on serviamenters in general (see e.g. Wagar
and Lindgvist 2010, Snellman and Vihtkari 2003)urtsm in Finland (see e.g.
Pietikdinen and Kelly-Holmes 2011, Konu 2010) amdtloe adaptation of immigrants
into Finnish society (see e.g. Laurén and Wrede328@lmenhaara 2008), there seems
to be a large gap in studies done about inter@llgervice encounters in Finland. In the
recent years a few major studies in this researea have emerged (see e.g. Pitkanen
2008, Hammar-Suutari 2009 and Brewis 2008). Howewbe main focus in
intercultural service study in Finland at the momseems to be on the experiences of
the employees, mostly civil servants. Research donehe foreign customers’ side

seems to be very limited and practically non-existe

Pitkanen’s article (2008) presents her findings imation-wide survey study conducted
it 2006. The aim of the study was to examine Fim@asthorities’ views and experiences
in their work with immigrant colleagues and clienthe study also aimed to find out
about the authorities’ attitudes towards immignatend different cultures. The study
revealed that although there were mainly positiitéudes towards immigration, the

authorities’ views were still rather selective Kaien 2008: 38-39). Highly educated
immigrants who could benefit the society intelledly and materially and who

resembled Finnish people were thought of most pedjt (Pitkdnen 2008: 39). Also,

the authorities’ views towards immigrant clientslarolleagues were mainly positive,
although foreigners were still thought to be aidifit group of clients (Pitkdnen 2008:
32).

Hammar-Suutari has been one of the pioneers incinltaral customer service research
in Finland. In an article in 2005, she examine@ncultural service situations from the
point of view of Finnish civil servants. She debes how constant change in work

causes pressure in keeping up with changes (HarSoatari 2005: 111). She explains
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that this pressure can be seen as uncertaintyeaisériess which can lead to problems
in the workers’ well-being at the work place as Iveal to problems in customer service
situations. In the case of civil servants the iasieg amount of foreign customers can
be said to be one of such changes. She also desdtiat in intercultural service
encounters interaction skills, professional skafed intercultural competence play an
important role (Hammar-Suutari 2005: 111-116). Besew(2008) also studied
intercultural service encounters from the pointvadw of civil servants. Her study
similarly showed that stress is a common compomertheir work with culturally
diverse clientele (Brewis 2008: 238-240). Hammamt8u's doctoral dissertation
(2009) also focused on the preparedness of Finaiigh servants in encountering
culturally different customers. In the study, cigervants, foreign immigrants and
people from the Romany culture were interviewede Tasults showed that the civil
servants and customers alike found interculturalise situations to be somewnhat
frustrating (Hammar-Suutari 2009: 153). Reasonsttice were for example language
issues and the “strangeness” of the situation troag by cultural characteristics such
as appearance and behaviour (Hammar-Suutari 2@¥): 1Hammar-Suutari (2009)
also found that the civil servants recognized theged of training for intercultural
service encounters which has been another majorete intercultural service research
in Finland but also abroad. The need of intercaltaraining for employees will be

discussed further in chapter 3.5.

3.5 Intercultural training for employees

Based on the previously discussed studies probkmis misunderstandings arise in
intercultural customer service situations. Thesgbl@ms however, are unnecessary as
company managers nowadays have the tools to measdrédevelop the intercultural
communication skills of their employees (Sizoo [e2@05: 245). Numerous studies in
the field of intercultural service encounters (d/ttila 1999, Barker and Hartel 2004,
Brewis 2005, Sizoo et al. 2005, Pitkanen 2008, ®haet al. 2009, Hammar-Suutari
2009) have found managerial implications in relatim the benefits of training
employees in intercultural service situations idesrto ensure customer satisfaction,
therefore making business more profitable. A sthgySizoo et al. (2005) shows that
employees with higher intercultural sensitivity sedigh in service attentiveness,
revenue contribution, interpersonal skills, jobisattion and social satisfaction in

cross-cultural encounters. Therefore, it can be w&it investing in employee training in
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intercultural service situations benefits compamspecially as business today has
become more and more international. However, Setaa. (2005: 245-246) argue that
while interculturally competent employees may soureheficial for business, the
concept has not been tested in the marketplace tlagefore managers may be
unwilling to invest in intercultural training untthore evidence of the benefits has been
presented. Thus there is a need for more studigleirfield of intercultural service

encounters in order to examine what factors comieilbo customer satisfaction.

In Finnish research Sippola and Hammar-Suutari g208ammar-Suutari (2009) and
Brewis (2005, 2008) have also underlined the ndettaining for civil servants in
intercultural service situations. Brewis (2005: 148) explains that intercultural
training is especially important for new employ@e®rder to increase expertise faster
and so that trial and error would not be the ongans of doing so. Brewis (2005:149)
points out that the employees are often left alonéiguring out how to deal with
customer encounters. Brewis (2008: 241-269) alssgmted a training model for
intercultural professionals in order to help proenatrganizational level training for

employees.

Sippola and Hammar-Suutari (2006) studied the pesjpeess of Finnish organizations
and their employees on promoting equal servicectdturally diverse clientele. The
results showed that diversity is seen as a poditivey which brings meaningfulness to
work and promotes tolerance and positive attit@ggpola and Hammar-Suutari 2006:
19). However, language issues and lacking interacskills may bring challenges to
intercultural service situations (Sippola and Ham@®autari 2006: 19). Sippola and
Hammar-Suutari (2006: 19-20) point out that altHosteps have been taken to make
intercultural service more satisfactory in the puisector, the meaning of intercultural
competence has not been fully understood. Theyngo @xplain that service providers
rather tend to want to improve tools needed forkweuch as language skills, instead of
improving attitudes and actions towards intercaltwvork (Sippola and Hammar-
Suutari 2006: 19-20). Almost as a counter measutiei$, Hammar-Suutari (2006) did a
large scale study for the Finnish Ministry of Lab@lbout the work preparedness and
the progress of equality requirements in intergaltaivil service work. In the study a
work community development model on interculturabmpetence issues was
experimented and results showed that during therempnt the attitudes of employees

changed and their intercultural competence grewnamy levels (Hammar-Suutari
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2006: 71-76). Salo-Lee (2007: 81) adds that intarcal competence training should be
a combination of theory and practical training, dexe although experiences in
intercultural encounters are important, further@sg requires the ability to analyse the
encounters. Therefore both education and practieenaeded in order to develop
interculturally competent individuals (Salo-Lee Z081).

3.6 Summary and implications for the current study

With the number of foreign residents on the ris&imand, the service industry has an
opportunity to profit from delivering services toréign customers. However, as
discussed in the above chapters, communicatiorihendelivery of satisfactory services
have been found to be more challenging in an ioten@al context than what they
would be in the case of a shared cultural settintgrcultural training for service
employees is needed but more research and studieequired for the training to be
effective and considered beneficial by managerss $tudy aims to contribute to the
field of intercultural service research by studyintgrcultural service encounters from
the point of view of the foreign customer in FindaThe above review of studies shows
that intercultural service studies in Finland ati im the beginning phases with more
emphasis given to the side of the employee. Thebeurmof studies done from the point
of view of the customer is very small and thera islear need to fill this gap. Also,
because many studies emphasize the need for iliteeduraining of employees, the
results of this study will be summarised in a safmrappendix form aimed for
managers and service employees who work in inten@ll settings serving an
intercultural customer base. The purpose of thitoigive advice and directions on
delivering satisfactory service to interculturaleaktele based on the findings of this
study and by doing so contribute to the intercaltgervice training material found in

Finland.
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4 INTRODUCING A CONCEPTUAL FRAMEWORK FOR
INTERCULTURAL SERVICE ENCOUNTERS (ICSE)

Sharma et al. (2009) found that the prior reseanctie field of intercultural service

situations was lacking a comprehensive conceptaatdwork to guide the research in
socio-psychological processes. They concludedatiabugh it seems that the customer
and employee are both responsible for the outcdmetercultural service encounters,
the prior research in the field had mainly focusedthe view point of the customer
(Sharma et al. 2009: 227). This prompted Sharnah &b build a conceptual framework
for intercultural service encounters (ICSE) that ¢& applied to both customers and
service employees. Sharma et al. constructed a d@faZeconcepts representing the
expectations and perceptions of customers as walhgloyees in intercultural service
situations. They then created 10 propositions basedhe direct and also indirect
relationships between these concepts. Lastly, Shatnal. (2009) tested the validity of
their conceptual framework by conducting an exptosa qualitative study through

interviews on a group of service employees andoousts from different cultures.

Because the study suggests that its findings hapdications for the improvement of
customer satisfaction, the ICSE conceptual framkwgrSharma et al. was adopted as
a tool for this study. The framework is still ratheew and requires testing. Therefore, in
this study the ICSE conceptual framework, includsejected propositions, is also
tested by using it as a tool for deciphering pdssiteasons for satisfactory or
unsatisfactory intercultural customer service emters from the point of view of the
foreign customer in Finland. The conceptual fram@waill be explained in detail in

the following sub-chapters.

4.1 Introducing the concepts

The framework for ICSE holds 7 concepts: Perceivedtural distance (PCD),
interaction comfort (IC), inter-role congruence QR adequate service level (ASL),
perceived service level (PSL), intercultural conepee (ICC) and satisfaction (SAT).
An empirical study by Sharma et al. (2009) showat ihtercultural competence and
perceived cultural distance have an influence derdirole congruence, interaction

comfort, adequate service level, the perceivediseitevel and satisfaction (Sharma et
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al. 2009: 227). These findings validate the 10 psions included in the framework

which will be explained further in the following.

4.1.1 Perceived cultural distance (PCD)

The concept of PCD was created to be a measurbeofndividual's perception of
cultural distance in a given situation (Sharmal @089: 229). Sharma et al. (2009: 229)
describe PCD as follows: “A measure of the ovediflerence that individuals from
various cultures perceive between each other”. threrowords, PCD signifies how
culturally alike or different people perceive thetves and others in relation to each
other. Previous studies have shown that custonterw slifferent perceptions of the
service encounter depending on whether or notnif@ayee serving them is culturally
similar or different to themselves (Kulik and Hadbk 2000, cited in Sharma et al.
2009: 229). Sharma et al. (2009: 229) continudaorncthat customers have a tendency
to prefer employees of the same race as themseNws. is because of greater
familiarity and trust. In light of this, Sharma el. (2009: 229) argue that an

unfavourable outcome is more likely in a cross-rs@®ice encounter.

4.1.2 Interaction comfort (IC)

People tend to view their own culture’s behaviouratms as correct (Triandis 1994,
cited in Sharma et al. 2009: 229). Therefore, dudifferences in behaviour, there may
be discomfort in interactions between people froiffeint cultures (Sharma et al.

2009:229). Interaction comfort measures how corafde the customer and employee
feel in the interaction situation. If the employeed customer share a common
language, values and norms, their communicatioh edéch other is improved as the
behaviour of both sides becomes more predictaltiar(®a et al. 2009: 230). Therefore
Sharma et al. (2009:230) argue that IC is reladed@D and propose that when PCD is
large IC is more likely to be negative:

“Proposition 1 (PL) Perceived cultural distance is negatively assediawith interaction

comfort.”
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4.1.3 Inter-role congruence (IRC)

IRC is based on social role theory by Solomon ef1&85, cited in Sharma et al. 2009:
230). Sharma et al. (2009: 230) define inter-rotmgruence as: “--the degree of
agreement between both parties on each other'swralsocial interaction--“. Customers
and employees are supposed to be able to undemtanagree on each other’s roles in
the service situation in order for the service eignee to be satisfactory. If the roles are

not mutually agreed upon, misunderstandings mayrq&@harma et al. 2009: 230).

Based on the cultural dimensions by Hofstede (1,98%arma et al. (2009: 230) cite
Strauss and Mang (1999) and explain that custofrars high power distance cultures
may encounter problems or evaluate the service rematigsfactory based on the
behaviour of the employee if the employee comemfeo culture with lower power
distance. Also, differences in expectations mayupcewhen customers from an
individualistic culture encounter service employdesm group-oriented cultures or
when customers from masculine cultures encountesiceewhere traditional gender
roles are switched. Moreover, customers with higbettainty avoidance may become
uncomfortable with the service they receive fromeamployee from a low uncertainty
avoidance culture (Strauss and Mang 1999, cit&harma et al. 2009: 230). Therefore
Sharma et al. (2009: 230) argue that low IRC resuft unsatisfactory ICSE

experiences.

On the grounds of the findings by Barker and H&2604), Sharma et al. (2009: 230-
231) also argue that stereotypes in ICSE may lesaltrof the customer and employee
not understanding each other’s roles. MoreoveruSgraand Mang (1999, cited in
Sharma et al 2009:231) state that employees aridmass with similar cultures, values
and behaviour may be able to understand and ag@e each other’s role expectations
Based on these findings Sharma et al. (2009: 2&ljeathat PCD is related to IRC so
that in a situation with high PCD, the customer/an@mployee may not meet each
other's role expectations leading in low IRC. Theads to the second proposition
(Sharma et al., 2009: 231):

“Proposition 2 (P2) Perceived cultural distance is negatively assediawith inter-role

congruence.”
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4.1.4 Adequate service level (ASL) and perceivedrsie level (PSL)

The next two concepts of the ICSE framework areqadte service level (ASL) and
perceived service level (PSL). These two concepitsnat be used for the purpose of
this study, because the aim of this study is tolyaeadifferent kinds of behaviour
between the customer and employee in an interallgarvice situation. The aim is not
to evaluate the perceptions and expectations oriceelevel itself. However, the two
concepts will be explained in order to present aemdetailed view of the ICSE

framework.

Adequate service level (ASL) is the lowest levelsefvice the customer is willing to
accept in the service situation. On the other h&®l, on the employee's side is the
lowest level of service they are willing to provifte the customer (Sharma et al. 2009:
231) The ASL in a given situation depends on cdmixfactors and conflicts in the
service may arise if the employee’s ASL is lowarthhat of the customer’s (Sharma et
al. 2009: 231). Sharma et al. (2009: 231) refeBdtomon et al. (1985) and state that
according to role theory if there is a misunderdtiag or disagreement about roles in a
given situation, it may hinder the success of thteraction, in this case, the service
performance. Because of this Sharma et al. argateABL has a connection to IRC.
They suggest that customers with high IRC may bléngito adjust their ASL and
possibly accept a lower level of service in intdéoal service encounters. As the
opposite of this, they argue that employees witfhHRC may be willing to provide
higher level service in an intercultural serviceiaiion (Sharma et al. 2009: 231-232).
The third proposition is presented in two partsaf®ia et al. 2009:231):

“Proposition 3a (P3a)lnter-role congruence is positively associatethwidequate service level

for employees.”

“Proposition 3b (P3b)inter-role congruence is negatively associateti ailequate service level

for customers.”

Perceived service level (PSL) signifies how thetmuer and employee evaluate the
service level of each encounter (Sharma et al. ZZB2). The customer’s and
employee’s PSL may be very different in the sarheaton. For example, the employee
may not associate dissatisfaction of the customtr the service level and employee

behaviour. Then again, the customer may blamerti@ayee’s actions if they were not
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satisfied with the service (Bitner et al. 1994ediin Sharma et al. 2009: 232). Sharma
et al. argue that differences in the customer’s emgloyee’s PSL may be even greater
in ICSE because of the different cultures presiéithe customer and employee have a
similar cultural background they may show morertnee or evaluate the service more
positively because of better mutual understand8itatma et al. 2009: 232). Because it
was previously established that low PCD is assediavith high IC, which may

contribute to a positive PSL, Sharma et al. (2@&32) state the following proposition:

“Proposition 4 (P4)interaction comfort is positively associated witrceived service level.”

4.1.5 Intercultural competence (ICC)

Intercultural competence is a concept that has loescribed in several many ways.
This was already discussed earlier in chapterRhBexample, intercultural competence
has been described to be the ability to act ap@igly when in contact with people
with different cultural backgrounds (Friedman andtal 2005, cited in Sharma et al.
2009:232). Although intercultural competence isalibed in many ways, it has been
found to influence intercultural interactions (We2@08, cited in Sharma et al 20009:
232). As people with ICC have been found to shosg ldiscomfort and judgement in
unfamiliar situations (Lustig and Koester 2006editin Sharma et al 2009: 233),
Sharma et al. (2009:233) argue that there is adetlveen ICC and IC and propose the

following:

“Proposition 5 (P5)intercultural competence is positively associatét interaction comfort.”

Sharma et al. (2009: 232) also argue that employéisshigher ICC display greater
IRC in intercultural service situations. Peoplehnftigh ICC may be more aware of
cultural differences in service roles and be ableadcept them better (Sharma et al.
2009: 233). In other words, when the customer opleyee has high ICC, it may be
easier for them to agree with the other personésirothe service situation, even if it
may be different from what they are used to inrtbein cultural context. This may lead

to a higher level of IRC. Therefore Sharma et2000: 233) propose:

“Proposition 6 (P6): Intercultural competence is positively associateith inter-role

congruence.”
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People with more cultural intelligence are abladjust their behaviour in intercultural
situations according to their knowledge of diffdreruances in different cultures
(Triandis 2006 cited in Sharma et al. 2009: 233s0A people with higher ICC are
willing to learn about different cultures and atdeato accept different kinds of social
norms (Earley et al. 2007 cited in Sharma et al92233). Therefore, Sharma et al.
(2009:233) argue that people with high ICC may het affected so much by the
negative impacts of PCD. In propositions 1 andt2was established that PCD is
negatively associated with IC and IRC. However,rBlzaet al. (2009:233) propose that
ICC weakens the negative associations between R@DG as well as between PCD
and IRC:

“Proposition 7 (P7): The negative association between perceived cultdistance and

interaction comfort is weaker for individuals witigh versus low intercultural competence.”

“Proposition 8 (P8)The negative association between perceived cultiseance and inter-role

congruence is weaker for individuals with high wergow intercultural competence.”

4.1.6 Satisfaction (SAT)

SAT in the context of ICSE framework signifies @maer and employee satisfaction of
a specific service encounter rather than focusimghe employee's job satisfaction or
the customer's overall satisfaction of the seryoevider (Sharma et al. 2009: 234).
Customer satisfaction is said to be “an emotiosatlesthat occurs in response to an
evaluation of an interaction experience” (Olive®I9as quoted by Sharma et al. 2009:
234). Therefore Sharma et al. propose that highiB8ksociated with high satisfaction.
Then again people with high ASL may be less likilyfeel satisfied in the service
situation (Sharma et al. 2009: 234):

“Proposition 9 (P9)Perceived service level is positively associatét satisfaction.”

“Proposition 10 (P10)Adequate service level is negatively associatdd satisfaction.”
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4.2 Implementation and findings

In a qualitative exploratory study, Sharma et ahducted 50 interviews with service
employees and customers from different culturegiddd in 25 interviews for each
group. Through the interviews they were able td famd identify all of the 7 previously
explained concept constructs and their interraebatiqps that were presented as the
propositions of the framework. The findings showséliminary support for all the
propositions. However, Sharma et al state that losive evidence in favour of the
framework can still not be provided, because ofgimall sample (Sharma et al. 2009:
237). They also stress that their findings wereelam subjective interpretation of the
interview data (Sharma et al. 2009: 237).

The study by Sharma et al. (2009) presents usefafmation for managers. First, it
shows the importance of intercultural service eméexs for service companies which
deal with customers as well as employees from mdiffecultures (Sharma et al. 2009:
238). Second, customers and employees are botlongbfe for the success of the
service encounters. Therefore, as customer andoge®lsatisfaction are connected to
profitability of the company, managers should cdesiand pre-emptively deal with
possible problems in ICSE (Sharma et al. 2009: .2BBird, the study was hoped to
prompt companies to identify, retain and furtheairtr employees with high ICC
(Sharma et al. 2009: 238).

4.3 Applying the framework to the current study

For this study, 5 of the 7 ICSE framework conceptsre chosen along with 6

propositions that demonstrate the interrelatiorsiopthe 5 concepts. As mentioned
previously in this chapter, ASL and PSL, as welltlas 4 propositions in relation to
them, were left out, because the aim of this siady study customers’ perceptions of
behaviour in ICSE, not the interpretations on sErevel. The following Figure 2

(Sharma et al. 2009: 235) explains propositions aeoidcept relations of the ICSE
conceptual framework. P1 to P10 represent the Xpgsitions described in the
framework. The (+) and (-) symbols indicate whettie# association between the
concepts connected by the arrow(s) is positiveegative respectively. Notice that only
propositions P1, P2, P5, P6, P7 and P8 will beddakt in this study.
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Figure 2: Intercultural Service Encounter (ICSEnGeptual Framework (Sharma et al. 2009: 235).

As in the study by Sharma et al. (2009), this stwdly also be conducted through

interviews. The current study will focus on thetomser’s point-of-view in intercultural

service situations, however, it should be noted tthe ICSE framework can be applied

to both customers and employees. The methodologyaamlysis procedures of this

study will be explained in detail in the next chapt



31

5 METHODOLOGY

The aim of this study is to analyse why certaintaon®r service situations were
perceived as satisfactory or unsatisfactory byiforeustomers in Finland. This is done
by focusing on the behaviour of the service empmgyand customers. The ICSE
conceptual framework is used as a tool in the aimlgrocess. At the same time this
study aims to test the accuracy and usability ef KBSE conceptual framework in

further studies. The research questions for thidysare the following:

1. Why were certain intercultural service situatiorergeived as satisfactory or
unsatisfactory by foreign customers in Finland?
2. Are the propositions of the ICSE conceptual framdgwapplicable in further

studies?

First intercultural customer service situations evanalysed through the conceptual
framework to find out if the propositions of therfnework are accurate in comparison
to the findings of this research. Then it was aintedfind out if satisfactory and

unsatisfactory service situations could be expthimgth the aid of the framework

concepts. At the end of this study a short summétie findings for research question
1 is added. The summary is aimed for managers amdogees who regularly serve
intercultural customers. It offers suggestions timay help to improve the customer
service experience for foreign customers in Finland possibly lead to higher levels of

customer satisfaction.

5.1 Approach

A qualitative approach was chosen for this studye Tata for analysis was gathered
through interviews over the course of April and M&311. The interviews focused on
particular instances of satisfactory and unsatisfsgccustomer service encounters and
also on the overall impression of the service theerviewees had experienced in
Finland. The overall impression was important tecdss because it was possible for
example that the interviewee shared many unsatisfaencounters in the interview but
overall the service provided during their stay inl&d may have been perceived as
satisfactory. A qualitative approach was choseorder to be able to analyse in-depth

particular experiences that interviewees had haclsfomer service in Finland. Also a
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qualitative approach was needed for this studyrdemoto integrate and apply the ICSE
conceptual framework by Sharma et al. (2009). Aarinew was chosen to be the best
option for gathering the needed information in detA qualitative study through

interviews provides more in-depth information abthé interviewees in respect to the
concepts in the framework. Also the original stinyySharma et al. (2009), which this
study uses as a framework base, was conductedawifhalitative approach through
interviews. Hirsjarvi et al. (2009) also discusg tienefits of choosing an interview
over, for example, a questionnaire. Through intagi it is possible to gather in depth
information and clarify what was meant by the amswgiven by asking continuing

guestions. Through the method of interview therinésvee is seen as an active and
subjective participant (Hirsjarvi et al. 2009: 2P@5). The benefits of an interview

contribute to the desired outcome of data collectay this study.

5.2 Interviewees and data collection

For the purpose of this study 10 individual facdetce interviews were conducted. The
interviewees were randomly selected foreign exchaagl degree students studying at
the University of Jyvaskyla or JAMK University ofpflied Sciences in Jyvaskyla
during the spring term 2011. The interviewees wmE®veen the ages of 19 and 27 and
studied several different subjects as their magrgng from teacher education to
physical studies. Both male and female intervieweese requested for the interviews
but the majority of students able to eventuallytipgrate were female. Although not
originally planned, half of the participants endgul coming from western countries in
either Europe or North-America and the other hadfrf East-Asian countries. Two of
the interviewees spoke English as their native Uagg. The criteria for selecting the
interviewees was that they had all spent at leastumiversity term in Finland in order
to have had enough experiences to share in theviesme Within this period of time the
interviewees would have had a chance to form aniapion the overall service they
have gotten during their stay in Finland and woailsb have more customer service
stories to share and offer for analysis. Becausestindy also crosses into the field of
intercultural communication, majors in this fieltlstudy were avoided. This is because
it was thought that prior education in the subjeajuestion may have effected how the
interviewees perceived their intercultural seneceounters in Finland. The interviews
were held in Jyvaskyla during April and May 2011l iAterviews were recorded by a

voice-recorder and transcribed for analysis. Tablaisplays relevant background
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information of the interviewees including natiomglisex, age and native language.

Table 2: Nationality, sex, age and native languzEdgbe interviewees

Nationality Sex Age | Native language
Spanish Female 27 Spanish
Japanese Male 21 Japanese
Chinese Female 19 Mandarin Chinese
Canadian Female 20 English

English Female 20 English

Czech Female 23 Czech

Chinese Male 22 Mandarin Chinese
Polish Female 23 Polish
South-Korean | Female 20 Korean
South-Korean | Female 22 Korean

5.3 Structure of interviews and the construction othemes

The method of interview was a semi-structured théased interview as explained by
Hirsjarvi and Hurme (2001). The semi-structure le# tnterview means that there is a
set of questions and topics that the interviewentsv@o explore in the interview, but

they can be discussed in a free order and answepseistions can be given in free form.
In semi-structured interviews certain points ofwit the topic are previously set but
not all (Hirsjarvi and Hurme 2001: 47). In the casfethis study, certain themes to
explore were set prior to the interviews and asgjsjuestions were formed in order to
acquire the relevant information. However, the ordé the topics discussed and
guestions asked were not set and the interviewee fre@ to tell about his or her

experiences in a form of a story with as littleemtiption by the interviewer as possible.
Through this method the interviewee was allowefirsd give the information that he or

she considered important to share in relation e dbscribed situations. If and when
information about a certain theme was not provieledugh or at all by the interviewee,
deepening questions in the original set of intewiguestions were asked by the
interviewer. The characteristics of a theme baséehriew are described by Hirsjarvi

and Hurme (2001) as follows: “the interview is feed on specific themes that are

discussed -- (the interview) begins from the asdionpghat all experiences, thoughts,
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beliefs and feelings of the individual can be stddthrough this method -- the
experiences and the definitions of situations of ihterviewee are emphasized”
(translated from Hirsjarvi and Hurme 2001: 47-4Bgcause a personal approach to
service encounters was needed for the purposeioftiidy, a theme based interview
was found appropriate and selected for the intervie

The themes used in the interview were the concegdsl in the ICSE framework by
Sharma et al. (2009). As explained in chapter d,ftamework consists of 7 concepts:
Intercultural competence (ICC), Perceived cultatiatance (PDC), Interaction comfort
(IC), Inter-role congruence (IRC), Adequate servieeel (ASL), Perceived service
level (PSL) and Satisfaction (SAT). These concégier become building blocks from
which the ICSE propositions of the framework araestoucted. Five of these concepts
were chosen to be used in this study. Thus twbadgd concepts, adequate service level
(ASL) and perceived service level (PSL), were regcufor the purpose of this study.
This is because the two concepts have to do weHetwel of service and not so much
with the personal behaviour of the customer andleyepe which is the main focus in
this study. The aim is not to evaluate the peroagtiand expectations on the service

level itself. Therefore, the two concepts were dittwn from analysis in this study.

A previously constructed set of questions was @sed guideline for the interview, but
interviewees were encouraged to speak about thxg@erinces freely and mention
whatever they thought to have been important insér®ice situation. For the purpose
of consistency in all interviews, previously comsted questions relating to the
conceptual framework were asked separately frominterviewees if they did not
volunteer the information themselves as they spdkservice situations. The emphasis
was on the interviewees' own, subjective experigacel views on the customer service
they had received during their stay in FinlandoPto the interview, the interviewees
were told that the study is about positive and tiegaustomer service situations they
had encountered during their stay in Finland arekégo think of such situations in
advance. They were also asked to think of diffeesnand similarities in service in
Finland in comparison to their home country. Thienviewees were not told about the

main themes of the study, because it may havetaffebhe answers.
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5.4 Forming interview questions

The ICSE conceptual framework by Sharma et al. 0¢as used as the base for the
interview questions. However, as the study by Shaemal. (2009) did not provide a
sample of interview questions used in their st@dgew set of questions was made for
the purpose of this study. All questions were edfind grouped into categories on the
basis of the conceptual framework with the intemtad receiving information on the
interviewees intercultural competence (ICC), peregi cultural distance (PCD),
interaction comfort (IC), inter-role congruence QQRand satisfaction (SAT) in certain
customer service situations. As there can be varaefinitions for all of the above
concepts the interview questions were formed orbtses of how they were defined in
the reference study. These definitions will be ubsed below. The full set of questions
used for the interviews can be found as an appeatdhxe end of this paper.

5.4.1 Intercultural competence (ICC)

Out of all the ICSE framework concepts used in #iigly, ICC was found to be the
hardest to examine because of the multiple difteegtempts to define it as it was
discussed in chapter 2.3. Also, as discussed iptehd, in the study by Sharma et al.
(2009) several definitions for intercultural comgpate were discussed. However,
Sharma et al. did not provide a model or speaifstructions on how they measured the
ICC of their interviewees. It was only noted thia¢ framework and its constructs are
“based on an extensive review of interculturalratgion and service research” (Sharma
et al. 2009: 237). Nevertheless, according to thdirigs presented in the study by
Sharma et al (2009), such factors as knowledgehafr @wultures, experience in dealing
with foreigners, travelling abroad, living abroaddastereotypes were interpreted to
have an impact on a person’s ICC (Sharma et aR:2286-237). Although a model or
theory was not directly presented, it was deciadetbliow the criteria used by Sharma
et al. for the current study, as the second aithiefstudy is to test the applicability and
repeatability of the ICSE framework in other stgdieTherefore the previously
mentioned factors that were also used in the neferestudy were sought out in the

interviews in order to measure the interviewee€ IC
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5.4.2 Perceived cultural distance (PCD)

In the study by Sharma et al. (2009), alongside, IECD functions as a kind of a roof
concept that influences other concepts inside @®El framework. Perceived cultural
distance was described as “a measure of the owtiffdlence that individuals from
various cultures perceive between each other” (8aat al. 2009: 229) In other words,
PCD signifies how culturally alike or different gde perceive themselves and others in
relation to each other. PCD was created to be @midual measure of cultural distance
(Sharma et al. 2009:229). Differences and simiégibf Finnish people and the people
of the interviewee’s native country were discuskede. For example, in what ways
were the customer service situations or the belbawb the service employee or the
behaviour of the interviewee him or herself diffgrer similar to what the interviewee
had experienced in his or her own country and Vieabr she was accustomed to. The
interviewees were also asked about perceived sitiel and differences between
Finnish people in general in comparison to peopltheir home country. Sharma et al.
(2009) also mentioned race as one factor that nmélyience the customer's or
employee's PCDit was said that customers tend to prefer same esuployees as
themselves, because of greater familiarity and truthe service encounter (Sharma et
al. 2009: 229). Therefore, it is assumed that sengdituations with customers and
employees with different ethnicities may resulthigher PCD. Questions of race or
ethnicity and appearance were not directly disalisgigh the interviewees but some
brought the subject up on their own accord durrggibterviews. Also with information
about the interviewees' home countries and culto@akground it is possible to infer
racial differences between for example a Finnisktauer service employee and a

customer of East-Asian origin.

5.4.3 Interaction comfort (IC)

Interaction comfort measures how comfortable thetamer and employee feel in the
interaction situation (Sharma et al. 2009: 229)e Tjuestions on interaction comfort
mostly had to do with, as the concept implies, lommfortable service situations had
been for the interviewees. The interviewees wemde@raged to provide information on
their comfort level in specific customer servicéugtions for example by describing

their feelings with negative and positive adjective
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5.4.4 Inter-role congruence (IRC)

Inter-role congruence is described as: "--the degfeagreement between both parties
on each other’s role in a social interaction -- logpes and customers are expected to
understand and agree with each other’s role and perform accordingly; otherwise,
confusion and misunderstandings may arise, leatin@ less satisfactory service
experience.” (Sharma et al. 2009: 230). The postiointhe interviews that were aimed
at examining IRC had questions and topics relatmghe process of the service
situation. Focus was on the role of the customer @mployee. For example, did the
customer or employee have similar or somehow differoles or behaviour in the
customer service situation in Finland than whatitiberviewee was used to in his or her
home country? Furthermore, how did the intervieweact in situations when the

customer’s or employee’s role was different fromatvbhe had expected?

5.4.5 Satisfaction (SAT)

SAT signifies customer and employee satisfactioa specific service encounter rather
than focusing on the employee's overall job satigfa or the customer's overall
satisfaction of the service provider as previousliss have done (Sharma et al. 2009:
234). Customer satisfaction is said to be “an eomati state that occurs in response to
an evaluation of an interaction experience” (Olit607, cited in Sharma et al. 2009:
234). The interviewees were directly asked to gesamples of satisfactory and
unsatisfactory service encounters they had expmgtenn Finland. Then deepening
questions were asked to find out why the encountes satisfactory or unsatisfactory.
In addition to examining the satisfaction of indival service encounters, the
interviewees were also asked how satisfied the Hmen in the overall service they
received in Finland. Lastly they were asked to ro8aggestions on how to make
Finnish customer service more satisfactory forifprers in FinlandWith this question,
the idea was to further analyse which parts of ¢hsetomer service process were

unsatisfactory or lacking in some way from the poinview of a foreign customer.

5.4.6 Additional questions

After working out questions to support the intewithemes, filler questions were added

for the purpose of creating a smooth flow to thierview conversation. Also, in the
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beginning of the interview, background informatiwas asked for documentation and in
order to ensure that the interviewee was eligildeparticipate in the study. The

background questions also functioned as a bufferédhe relevant study questions so
that the interviewee would get accustomed to thierwew situation and lose some
nervousness that might prevent them from speakew®\f in the interview.

5.5 Analytic procedure

Content analysis was chosen as the analysis mddnaithis study. Content analysis
refers to a method where the text-form research datexamined with the aim of

finding differences and similarities (Saaranen-Kaopn and Puushniekka 2006). In
content analysis the examined phenomenon is pexsanta concise form and the
results connected a broader context and other aiméisearch (Tuomi and Sarajarvi
2002: 105-106). In the case of this study, the phemon of intercultural customer
service encounters is examined by looking at th&totoers’ service encounters and
comparing the findings to the previous researctShgrma et al. (2009) through the
ICSE conceptual framework. Because this studygistliy connected to the research by
Sharma et al. (2009) it is possible to talk abdiwécted content analysis. Hsieh and
Shannon (2005) describe the goal of directed coraealysis: “--to validate or extend

conceptually a theoretical framework or theory. dfirig theory or research can help
focus the research question. It can provide prietistabout the variables of interest or
about the relationships among variables, thus hglpo determine the initial coding

scheme or relationships between codes.” (Hsieh Simahnon 2005:1281). Directed
content analysis was used for the second aim dfttiédy, to find out whether or not the
ICSE conceptual framework is applicable in thigdlgtand possibly in further studies as
well. However, as the analysis and comparison ®@SE framework is used as a tool
for the first aim of this study, why certain custmservice situations were perceived
satisfactory or unsatisfactory, the analysis metfmdthe first research question is
theory boundcontent analysis. In theory bound content analgsitheory aides the

analysis procedure, although the analysis is mectly based on the theory. The aim is
not to test the theory but to use it in order teate new outlook on things (Tuomi and
Sarajarvi 2006: 98-99). As the aims for this stuadg two-fold, two approaches of
content analysis are used, one for each aim ofrégearch. As different analysis
methods are used for both research questionsntigsss is broken into two parts. The

first analysis aims to answer research questioArg: the propositions of the ICSE
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conceptual framework applicable in further studie2wise the second analysis aims
to answer research questions 1. Why were certaiercutural service situations

perceived as satisfactory or unsatisfactory byigoreustomers?

SAT will be used slightly differently from the otheoncepts in the analysis of this
study as it is has to do with the end result ofsbevice encounter. SAT was not used in
the first analysis because propositions directlgnexted to it were discarded in this
study (see Figure 2 in chapter 4.3). However, #levance of SAT is pivotal in the
second analysis as the aim is to analyse satisjaatw unsatisfactory ICSE. All other
concepts of the ICSE framework are ultimately cabeedto SAT. This creates the basis

for the analysis method of using concepts of th@HGramework in the second analysis.

5.5.1 First analysis

The first analysis aims to answer research quegiof this study. The analysis was
constructed in a pattern set by the propositionsel@tions between different concepts
introduced in the ICSE conceptual framework. Datanfl in relation to each of the
selected propositions will be examined and reportétl the help of data examples.
Through this method it is possible to compare i€ tlound results match the
propositions made by Sharma et al. (2009). As thefconcepts were determined to fit
the purpose of this study, only the propositioniatesl to those 5 concepts will be
analysed. Through this process of elimination 6ppsitions out of 10 qualify for

analysis. The propositions are the following:

Proposition 1: Perceived cultural distance is rigghtassociated with interaction comfort.
Proposition 2: Perceived cultural distance is rigghtassociated with inter-role congruence.
Proposition 5: Intercultural competence is posliiassociated with interaction comfort.

Proposition 6: Intercultural competence is posljiassociated with inter-role congruence.
Proposition 7: The negative association betweeogpard cultural distance and interaction comfort
is weaker for individuals with high versus low irgeltural competence.

Proposition 8: The negative association betweercepgrd cultural distance and inter-role

congruence is weaker for individuals with high wesrw intercultural competence.

5.5.2 Second analysis

The second analysis aims to answer research guestidn the second analysis,
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satisfactory and unsatisfactory service situatems behaviour were examined with the
help of concepts in the ICSE conceptual framewdskuations are categorised
according to the four concepts that were chosethierstudy (PCD, IC, IRC, ICC). The
concepts then contribute to the analysis of théh fifoncept (SAT) as explained
previously in chapter 5.5. Each concept categoryiisded into satisfactory and
unsatisfactory service behaviour or situations rideo to clearly define the pros and
cons of intercultural service situations in Finlaindm the point of view of a foreign
customer. PCD and IRC provide an exception to thalyais structure. As stated
previously in chapter 4.1.1, racial differences ni@ya factor that leads to different
levels of PCD. Because half of the intervieweesavwadrEast-Asian origin and the other
half came from Western ethnic backgrounds, the daa divided into Asian and
Western groups in the case of the PCD analysithdncase of IRC, the results found
relating to IRC’s connection with SAT were signéditly different between interviewees
in the Asian and the Western groups. Thereforea$ wecided that the results in this
category should also be separated by cultural vagkgls. As for the remaining two
concepts (IC, ICC), no such division is presentedabise the framework does not
provide any reason to do so and the analysis didfind any relevant difference

between the two ethnic groups.
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6 ANALYSIS: THE ICSE CONCEPTUAL FRAMEWORK

In the first analysis the aim is to answer reseajohstion 2 of this study: are the
propositions of the ICSE conceptual framework aggille in further studies? As
explained in the methodology section, 6 out of id@ppsitions will be examined in the
order they were presented in the original studySbarma et al. (2009). Because the
words “positive association” and “negative assaordtare used in the original study of
the framework, this implies that the concepts thatd up the proposition can be used
in two ways. For example, proposition 1, perceivadtural distance (PCD) s
negatively associated with interaction comfort (I@hich implies that both high PCD
connected to low IC and low PCD connected to highate applicable as long as the
association between the concepts is negative.dridlfowing analysis the propositions
are analysed in this way from both sides of theatieg or positive associations
between the concepts. Propositions 7 and 8 makmall gxception to this pattern
because of their complexity when dealing with 3 agpis and because of the ICSE
framework descriptions. However, in these proposgithe analysis will also be looked
at from a second, supporting angle. The analysisguture for propositions 7 and 8 will

be explained in more detail in chapters 6.5 and 6.6

6.1 Proposition 1: PCD is negatively associated witC

The first proposition states that perceived cultuwlestance (PCD) is negatively
associated with interaction comfort (IC) in intdtatal service encounters (ICSE). The
service situation samples provided by the data sdaWwat there indeed is a connection
between PCD and IC. Cultural differences in eitheremployee’s behaviour, language
or the service style of the shop/employee oftersedulsome degree of discomfort or
confusion in the customers. However, in situationth low PCD clear evidence of
comfort or discomfort were not found in the anadydata. The findings for proposition

1 will be discussed in the following sub-chapters.

6.1.1 High PCD and low IC

According to Sharma et al. (2009: 229) ethnicityyrba a factor which influences the

level of PCD in customers and employees. Theref@@an and Western customers

might show different PCD levels in comparison toreather when dealing with Finnish
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employees. The data supported this assumption.o@ess from an Asian cultural
background reported many incidents with high PCal thiere connected with low IC,

supporting proposition 1 of the ICSE framework (sgample 1).

EXAMPLE 1 (Female, South-Korea)

1 M: okay oh when | came here first my tutaskeone and my friend to the bank in
2 the city centre is ah | don’t remember the Kegki-

3 J um

4 M: the the orange one (.) not Nordea

5 J: ah ok Osuuspankki

6 M: yeah maybe | went there (?) yeah therevaamy people and we just waiting

7 for our turn

8 J. yeah

9 M: it'stoo slow (.) and just one personihthworking there ((laugh)) and

10 anyway it's our turn so we went there but ohgog the woman is a little bit
11 old and she’s- the processing the working pote$o0 slow so | just look at
12 her (.) oh my god what you are doing now- atyuadually in Korea the bank
13 service the customer- uh the clerk is a really fast and really quick

14 J: yeah

15 M: and everything is just ts ts ts ts likesthery systematic but she just- waiting
16 and reading so it's too slow for me so it's veot good and she also (.) at the
17 time she was very (.) bad at English so my tatgrFinnish tutor negotiated
18 everything but a little bit- I'm very shockell sy god how can be very slow
19 like this even in bank but they don't care altbig | think ((laugh)) just ah if
20 you need some help you just waiting me ((laugkgh like that so yeah it's

21 totally different (.) it's not so bad but anywi#lg a little bit annoying things

In example 1 the interviewee explains the diffeeeretween service in banks in
Finland and in South-Korea. In her home country whe used to quick and efficient
service from the bank clerks whereas the servieeesitountered in Finland was slow
and it made her question the service she was iageline 12). Because of the

differences in the service culture and the behavioluthe clerk (high PCD), the

interviewee felt annoyed with the service she remthence displaying low IC (Line 16
and line 21). The high PCD together with low ICtlns case support proposition 1 of
the ICSE framework.

In example 2, an interviewee from China explairstaation when she and the service
employee did not have a common language and thdéogegohad to ask for another
employee to come and serve the customer (high POi).interviewee explains that it
made her feel strange that she had to wait foethployee (lines 5 and 6). “Strange” is
seen here as an uncomfortable feeling rather thamfastable. Therefore it is
interpreted that the interviewee was experiencmg IC at the time of the service

encounter. The case of this interviewee also suppooposition 1.
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EXAMPLE 2 (Female, China)

C: but um sometimes in the shop the peopiesome people cannot speak
English but umm mostly they will like wait (.Jg(igh)) and then they will call
someone to speak to me who is good at Englispagak with me yeah

. ok (.) has that worked has it been ok or-

C. mmm it feels- it makes me feel a littllasge that | should wait here a little
while to wait for someone came here to speakiimglith me but mm it's ok
| think

~NOoO O WNBE
[

Although the above examples support the idea trdifferent ethnic background may
result in high PCD, the cultural distance perceiuedervice situations is not always
clear cut. An interesting observation was made whk&mg language into the analysis.
While customers from both the Asian and Westermugnecalled many incidents that
had to do with communication problems or a languaaeier that lowered interaction
comfort, in the case of the two native English &eesiin the study the amount of such
incidents was higher. In fact, almost all incidergported by them that resulted in low
IC had to do with communication problems in Englsith a non-native English
speaking (high PCD) Finnish employee with limitédls in the language (see example
3)

EXAMPLE 3 (Female, England)

1 well how about any awkward situations

2 awkward

3 no-not so (.) situations that didn’t gatejas smoothly

4 yeah um probably in the post office beedeasv of the ladies have limited
5 English
6

7

8

9

meme

mm hmm
so umm sometimes they don’t understandjuggtion about like recorded
delivery or something (.) so I'm never too sudriéy understood what | said
or what I've got- what | wanted
10 J: ok
11 E: but (.) generally everything’s really gdgast any issues may be because of
12 language barrier

ok
: and that's in any shop I've gone to

me

[
N
me

In this example E, a native English speaker frongl&md, explains her difficulties in
the post office (and other shops) with service eygds who have limited skills in
English. In this case, the interviewee has showerallvlow PCD when dealing with
Finnish employees, except for the situations winenet are problems in communication
that result from language issues. Language is tarfélcat exhibits cultural differences
between people. Therefore, although her overall R@ih Finnish employees is

regarded as low because of her ethnicity, in thgsecific cases E's PCD is high
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contributing to some problems in the service entmulflines 8 and 9)This also
supports proposition 1 and shows that high PCDbsafound between a customer and

employee with overall similar cultural backgrouradswell.

6.1.2 Low PCD and high IC

The connection between low PCD and high IC was dobard to prove through the
interview data. Interviewees with generally low P@D Finnish customer service
situations simply did not report many occasionsmiiney would have had high IC. It is
assumed that this is because high IC situation® wes normal state of the service
encounters they experienced and did not find iessary to mention them because in
the interview they were specifically asked aboubdyaand bad customer service
encounters. Also, the low IC situations mentiongdthese interviewees were mostly
connected to language barrier issues and as medtibefore, situations with people
without a shared language can be attributed to Ri@B. Some support can be found in
the data to the assumption of high IC being themtor low PCD interviewees. For
example, an English, Canadian and Czech intervieme® analysed with generally
high PCD in ICSE in Finland. They felt that the ish culture was somewhat similar
to their own and did not think the customer serwtiations they encountered in
Finland were that much different from what they exgnced back home. They all
evaluated the quality of customer service in Fidlaw be good. The Canadian
interviewee added that although the service wasl gbere were sometimes problems
with language. In example 7, D mentions that pnaisién the service encounter have to

do with a language barrier (high PCD).

EXAMPLE 4 (Female, Canada)

1 J: what's your like overall impression of thestomer service in Finland
2 D: most of the time it's been pretty gooduf))sometimes it’s a little strange
3 because of the language barrier (.) uh lawerar less you can get across-

On the other hand when the same question aboubwvbeall service in Finland was
asked from interviewees with high PCD the answeesewsomewhat different. For
example, a Chinese and two South-Korean interviewgtated answering the question
in a similar style as the low PCD interviewees abddowever, in all cases the good
evaluation was followed by criticism on how it cddde better. In the cases of low PCD
interviewees, this did not occur. For example, éhirSouth-Korea added that shopping
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in Finland was very difficult at first because thewvere not enough employees in the
shops to help the customer. M, from South-Koreael§ said that the customer service
people in Finland are not rude but not kind eittued that they do their job too slowly

for her to be completely satisfied. C, from Chinantioned problems with language as

well as D in example 4.

In the light of the previous findings people witbmd PCD seemed generally more
satisfied with the service they received than inevees with high PCD. This may also
imply that low PCD interviewees were accustomedigh IC service situations and did
not mention it because it was nothing special temth However, this is an initial
observation as it cannot directly be proven from ititerview data. More research into
the matter in needed. A similar problem occurshi@ &nalysis of chapter 6.2.2 Low
PCD and high IRC.

6.2. Proposition 2: PCD is negatively associated thilRC

Proposition 2 claims that perceived cultural disearfPCD) is negatively associated
with inter-role congruence (IRC). In the analysie tonnection between high PCD and
low IRC was very clear. However, clear situatiorithwhe opposite connection of low
PCD and high IRC were not found in the data. Botdihgs will be explained in detalil
below. It is also important to notice that in tloeiid data, the interviewees were more
likely to notice differences in the role of the doyee than any difference in their own

behaviour as a customer.

6.2.1 High PCD and low IRC

In example 5, K describes a peculiar situation fslsed while shopping for vegetables
in a super market. In Finland she is able to sitederegetables she wants to buy herself,
without employee supervision, but in South-Korear¢hwould always be an employee

to scale the products to avoid cheating.

EXAMPLE 5

J:  how about do you notice any differencda/ben South-Korea and Finnish (.)
for example being in the shops or restauranggthing

K: umm the thing is people really believeasthlike ((sigh)) it's like | always say
they are too honest that they have no flexibility

J: oh

b wWwN P
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they're like there’s the law and they ajwdollow (.) and for example like (.)
in uh Prisma in Korea if | want to buy some vedé there is always one
person the worker who takes on the scale andtigevgrice of it but in here it
depends on me it's really voluntary but in Kottaaimpossible because
everyone will cheat

oh ((laugh))

they will just put

put more

yeah (.) a bit and then get it on theseaild then put more after that or like (..)
yeah that kind of cheating but here is- here meaworkers like that and
everyone is doing by themselves it's really [igaugh)) so (.) at first | was
not adapted and | was kinda (.) kind of cheadisg like like if | put on the
scale (.) | don’t put like this but | a bit liklike this slightly handle it or
something ((laugh)) in August but soon | found mobody’s doing it (.) so
this kind of a law in here so | totally don't d@nymore but ((laugh))

On lines 3 to 6, K mentions honesty and trust iopbe obeying the law (high PCD).

She explains that a similar situation in a Southd&o supermarket would never work

because people would cheat (low IRC) (lines 9 &@jd Bhe says that in the beginning

of her stay in Finland she acted as a customehnasveuld in South-Korea (lines 16 to

19), but later on realized her behaviour was nettbrm and adapted her behaviour as a

customer to meet the norms (lines 19 and 20). Bmaection between high PCD and

low IRC in this example support proposition 2.

In the next example the connection between high R@® low IRC is also noticed.

However, contrary to example 5 above, in examptheGcustomer is happy about the

difference in the employee’s role behaviour in cangon to her home country.

EXAMPLE 6 (Female, China)

C:

0O«

0O«

0O«

cO<“

I think quite a lot- quite a lot like uimet clo- the shop selling clothes in China
they have many service- service man- sales mamran and then just when
you step into the shop the sales woman or mdrcarihe to you and then talk
with you and then will recommend you some clotbresousers or shoes (.)
like they cares about you a lot

yeah

and they want to keep you company whenayeuressing (.) you get
dressing and they just like push you to buy tloelpcts

yeah

but in Finland I- | never made that sitoatiike when you stepped into a shop
it's very relaxing and flexible atmosphere like sales man or woman maybe
say hello to you but they don't care as mucluapaur behaviour in the shop
just (.) mm just want to give people more spaag more time to select what
they want

mmhmm

: and they can be help- they are waitinghfelp them when the customers ask

them to help (.) yeah
ok

. it's a big difference

would you like them to come and help yararin Finland that they would be
more like in the Chinese shops
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22 C: mm I think | prefer the Finnish way beaairs China that situation can

23 sometimes be very annoying (.) like | don't wantialk with this sales man or
24 woman or maybe | just don't want to buy anythipgt hang-hang around
25 there

In this excerpt, C explains about her feelings tolwathe different service styles of
Chinese and Finnish employees in clothing stordghofgh the behaviour of the
Finnish employees in the service situation is @otifiar to her (high PCD, low IRC)
(line 19), she prefers the way they serve her mpmarison to the style she is used to
back in her home country (lines 22 and 23). Thianeple also supports proposition 2,
but it should be noted that the association betwegh PCD and low IRC does not

always mean the service has a negative outcontadaustomer.

6.2.2 Low PCD and high IRC

As in the case of low PCD and high IC, also situadiwith low PCD associated with
high IRC were hard to find in the data. Interviewedid not specifically report
situations where they perceived low cultural diseaand agreed with the roles of both
employee and customer in the situation. Like ind¢ase of low PCD and high IC, the
lack of data for this conceptual association wasiia®d to be because such situations
were perceived as normal for the interviewee amg thid not notice to mention them.
In section 6.1.2 of this paper, the intervieweegrall impression of Finnish customer
service was discussed. In the examples, generglyPCD interviewees gave criticism
to the overall service and some of the criticisnd ba do with IRC (e.g. working too
slow, not enough employees to serve the customi&gs)in, the interviewees with low
PCD did not criticise IRC related situations ands timay indirectly support the
proposition that people with low PCD experiencehkigIRC than people with high
PCD. However, this again requires further studigggroven.

6.3 Proposition 5: ICC is positively associated whtIC

Whereas PCD, IC and IRC are highly context relatattepts, intercultural competence
(ICC) is seen as more of a quality in a person liaat the ability to change over time
through experiences. When determining the intereesv ICC it is important to notice
that they had all been living in Finland for atdeane academic semester and had had

opportunities to strengthen their ICC in relatigasFinnish culture at the time of the
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interviews. Keeping this in mind the intervieweeghis study have potential to a higher
ICC in the Finnish context as a starting point tbastomers who might be interviewed
about ICSE in their home country or foreigners \ilad just arrived in Finland and had
not had a chance to build up their cultural knogkedf the country and society.
Because this study focuses on intercultural semsitcations in Finland, ICC is analysed

from the point of view of the interviewees’ ICCHmland as well as their overall ICC.

6.3.1 High ICC and high IC

At the time of the interview, D from Canada hactivin Finland for about 8-9 months.
It had been easy for her to adapt to live in Fidldmecause she feels there are a lot of
similarities between Finnish and Canadian cultugse has also travelled extensively,
having visited 11 foreign countries in Europe andNorth-America and is able to
compare Finnish cultural behaviour with other coestshe has visited. She also has

family living in England and the United States.

EXAMPLE 7 (Female, Canada)

D: but other similarities to Finland uhhl(think uhh the way people are like
actually uh personal space is a big similarityvhere’s like with
Mediterranean cultures you know like in spain goeet people with kisses
you don't do that in Canada you don't do it inl&nd

J: yeah

D: it's very similar this way so it's nicé (o kinda have that safety net | guess
you could call it

~N~No ook~ wWwNERE

In example 7 she describes her closeness to thashirculture (lines 1 to 7) and
compares the notion of personal space in Finlanthab in Mediterranean countries
(lines 1 to 4). Her closeness to Finnish cultue, telatively long stay in the country

and extensive travel in other foreign countriestgbuate to a high level of ICC.

Example 8 goes on to examine how her high ICC mnheoted to IC in customer service
interactions. She explains how she has noticedFianish customer service employees

react when they do not have a high enough levEhglish to serve her properly.

EXAMPLE 8 (Female, Canada)

. when people don't understand they stairitpa | find

ok

. and sign language that no-one really wstdads ((laugh))

you mean the Finnish customer service arsrk

. yeah ((laugh)) yeah everyone kinda gdesthis with their hands and put

OODWN P
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6 them up to their face and gonmm | mean they’ll try to do something with
7 their hands but | stand there and kinda go (gtwh | don't really know what
8 you want me to do

9 J:. soyou've noticed that they do try to ldethis an kinda like explain with
10 their hands at the same time

11 D: yeah often or they'll ask someone else ey might know has better

12 English skills

13 J: ok

14 D: then them to come in which I- it doesrotteer me

15 J: ok

16 D: I know some- depends on the type of perggtt so a passive aggressive

17 person like me will be like yeaah it's ok dowrry about it (.) but I know
18 people who are aggressive and they'll be likeifm’t right you have to fix
19 what you are doing

ok

21 D: butin Finland everyone’s very (.) ehhif.you don’'t understand you don’t
22 understand so

N
o
(&

D explains that using gestures to communicate kingsover another employee with
better command of English is not a problem for berause of her personality (lines 11
to 19) and because she understands how situatl@nsghis are considered in Finland
(lines 21 and 22)(high ICC). D’s reaction to a poily uncomfortable situation is

relaxed, because of her high ICC towards Finnidtu@ This supports proposition 5:

high intercultural competence (ICC) is connecteti¢h interaction comfort (IC).

6.3.2 Low ICC and low IC

The next case is reversed in comparison to D’s cagxample 8. C from China has
lived in Finland for about two academic semestérthea time of the interview, adding
up to about 9-10 months. During her studies indfidlshe had also travelled to 4 other
European countries and to Japan and Korea befareexwhange in Finland. She
recognizes that there are a lot of differences betwpeople’s lifestyles in China and in
Finland. In comparison to D, C feels further awaynt Finnish culture as a starting
point and she has a lot of trouble communicatintp Wwinnish service employees and
getting satisfactory service, because the senheersceives is different from what she
is used to (low ICC). In example 9, C explains helve has had problems with Finnish
bus drivers because of a language batrrier.

EXAMPLE 9 (Female, China)

C. yeah uh sometimes uh sometimes when t Hoaiv the name of the place the
exact name of the of the district or the nameestname | can only describe
but the bus driver cannot cannot understandt iaklso maybe | will find-
hopefully I can find a translator like a Finnjshissby and they can speak
English and Finnish and they can help us tram$lat sometimes | can't find

OO~ WNPEF
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6 so | just get off the bus and ((laugh)) yeah msagbe ask someone what is the
7 name but it's really like (??) make me headache

*k%

8 C: Ilofcourse Ican feel very- | feel véugd about that because | think that bus
9 driver they should speak English

10 J: mm

11 C: like there are international people anénmvtihey go to somewhere it can be
12 quite difficult

13 J: mm

14 C: and | well | go travelling in other couat like the most people in the train or
15 on the bus they can speak good English so aodla train- the conductors of

16 the train in Finland they cannot- mostly thegruat speak English

C’s reaction to the language barrier problem ideqdifferent to D’s. C feels that bus
drivers should be able to speak English just likether places she has visited, in order
to make the situation better for the customerhia éxample, she describes that dealing
with bus drivers with low levels of English givesrha headache and sometimes she
leaves the situation because the problem couldbadiolved (low IC) (lines 5 to 7).
Also in this case the ICSE framework propositiois Supported because a lower level

of ICC is connected to low IC.

6.4 Proposition 6: ICC is positively associated witIRC

In the following sub-chapters intercultural commpete (ICC) in relation to inter-role
congruence (IRC) will be analysed from the pointvigw of both high ICC and low
ICC as in the case of proposition 5. In this chapie well the interviewees’ ICC in

Finnish contexts and the overall ICC that they ldigpvill be taken into consideration.

6.4.1 High ICC and high IRC

E from England had lived in Finland for about 8-8nths at the time of the interview.
In addition to Finland she has travelled in 5 coestaround Europe. Her mother is half
Polish and she has relatives in Poland from hehert side. She said she has enjoyed
her stay in Finland very much. She had made frievit)s other international exchange
students and Finnish people and she also has &kiftiendship family which enabled
her to experience Finnish culture from a differgaint of view than what she normally
would. She also said she enjoys meeting people fdifferent backgrounds. She
mentioned that English and Finnish cultures hanelaiities and to her surprise she had
not experienced any major culture shocks while gpem Finland. E’s background,

experiences and attitude towards Finnish culturgritutes to her high ICC.
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In example 10, E and the interviewer discuss siad in the interaction between
employees and customers. E agrees that smallstalgmnmon in her country (lines 1 to
3), but continues on to say that there is no needcér to wish for more small talk
between her and the service employees in Finlanduse she does not speak Finnish
(lines 3 to 6).

EXAMPLE 10 (Female, England)

J. ok. do you wish there was more small k&l&ause | guess in England it's
really common

E: yeah () mmm (..) | really don't know hase if | said yes then | would have
to (.) there's no point because | can't answamntar respond because of the
language but if | was Finnish then | guess it Mdae nice to have more small
talk

OO WN P

In example 10, E adapts to the communication sif/ldne service employees although
she is used to something different in her own agufhigh IRC). She displays an
understanding that because of cultural differenicesalright do things differently than
what she is used to. High ICC coupled with high IR@tches proposition 6: ICC is

positively associated with IRC.
6.4.2 Low ICC and low IRC

In example 11, C describes a problem she had @ shop in Finland. She had bought
a pair of shoes from the shop that later on braleshhe went back to the shop to see if

it was possible to mend them.

EXAMPLE 11 (Female, China)

C. Ididn't expect them to exchange themiwg the money back to me but |
want them to mend it

J: yeah

C. itseems to me a- a small problem | thiorkhe shoes shop

J: mmhmm

C: but when I go there the sales persorsgisitto me that (.) it's not so good
products- it's not so good quality becausedtsheapand | can't do
anything for you for the shoes
ok

: =yeah and they are very confident to baythey don't feel any sorry for me
ok

. they even didn't say sorry they just spit'¢ because you bought a cheap

13 product when they have problems you can't ygthamg about them

14 J: ok

15 C: solfeel very unhappy about that expege

'_\
o
oeo”



52

16 C: Ithink especially when the customer hewme problems of their products

17 they should especially care about that becaubattime the customer (.)

18 could be angry or not happy (.) and they sheatify the customers

19 otherwise they will harm their reputation

20 J: mm

21 C: and yeah the customer will never go tostigp again and they will speak bad
22 words to t-this shop to the people they know

C was very unhappy with the behaviour of the emgégypecause in her experience the
employee should do more to make the customer happyrder to not harm the
reputation of the store (lines 16 to 22) (low IRCjs ICC was already discussed in
chapter 6.3.2, therefore it can be concluded thatéxample also supports proposition
6 of the ICSE framework: low ICC is connected te IRC.

6.5 Proposition 7: The negative association betwedPCD and IC is weaker for

individuals with high versus low ICC

Sharma et al. (2009: 233) propose that the cororettetween high perceived cultural
distance (PCD) and low interaction comfort (IC)weaker for individuals with high
levels of intercultural competence (ICC). Howeuwbey do not mention of an opposite
negative association between PCD and IC (low PC&baated with high IC) for
individuals with high ICC. The information whether not an opposite association is
possible is lacking in the framework for propositid, although the matter is discussed
for the similar proposition 8. Because the inforimais missing from the original study,
no conclusions can be made of the accuracy of gibpo 7 in the case of an opposite
negative association. However, this study did mod finy data that would support a
case with the association between low PCD and ligto be weaker for individuals
with high ICC. Thus the following analysis of praggpion 7 is limited to situations that
display high PCD. In the next two sub-chaptersadatamples are presented for
situations when high and low ICC influences thenamtion between high PCD and low
IC.

6.5.1 High PCD and low IC influenced by high ICC
In example 12, L from China (high PCD) tells absiiiations when he has been asked

to leave the shop at the closing time in Finlartdalgh in China the employee would

have waited until he was done with his shopping.
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EXAMPLE 12 (Male, China)

L: and also like uh (.) if the shop closesigtpm or some- I'm still inside and

choosing something and they tell me we’re gonglése and could you

please come here next time?

yeah

. this kinda thing (.)does not happen imehbecause if the customer is still in
the shop and then maybe ((laugh)) then all Wea &e stay there for a long
time (.) and maybe the cashiers or the serviaes to wait for him

©CoO~NOOURAWNR
re

J:  wait ok

L: yeah
10 J: has that happened to you before thatdbme to tell you you should go and
11 then you have to leave
12 L: yeah() | think one or two times and dls@&ermany yeah once ((laugh)) but |
13 don’t feel any like uncomfortable because igsehyeah after the after the like

14 uh working time (.) it just ((laugh))

In the beginning of the interview L explained tiigbok a long time for him to get used
to life in Finland, but now after living in Finlarfdr about 1,5 years he has adapted well.
He has made Finnish and international friends dsal lsas a Finnish friendship family
(high ICC). L has also experience of other forecgmintries besides Finland and even
experienced the same type of service situation axample 12 in another country (line
12). Although a situation like this is not likely happen to him in his home country, L
does not feel uncomfortable about being asked tvelethe shop, because he
understands that this is how things are in Finlédmgh ICC) (lines 13 and 14). The tie
between high PCD and low IC is weakened throughriti@ence of L's high ICC. This

supports proposition 7.

6.5.2 High PCD and low IC influenced by low ICC

In previous parts of the analysis C was regardedaasg relatively low ICC and the
cultural distance she perceived with Finnish custoservice people was noticed to be
high. In the next example the influence of low 1&dooked at in a situation with high
PCD and low IC.

EXAMPLE 13 (Female, China)

J: have you noticed any discrimination tovgaydu in Finland because you are
Chinese have you noticed any discriminations

C:. mm sometimes | can see from the eyeseodiies person they see me in a

strange way like oh it's a Chinese (.) | dontimwhat they are thinking about

maybe they seldom see Chinese ((laugh)) or t @oow if it's discrimination

or not but | feel a little diff- | feel a littlaneasy

ok so you kind of notice when they see gma different person than Finnish

yeah

do they behave differently (.) to you

sometimes they will ask where are you frdfr?in a very strange way like

P OoO~NOUTWNE
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11 where are you fromRike in this way (.) but I- | really feel uncomfaitle
12 when people ask that (.) | just want to be éikeormal people yeah talk with
13 then normally

In this example the high PCD between C and the eyepls is obvious as the whole
conversation is about her foreign nationality. Timakes C feel uncomfortable because
she does not want to be treated differently fromeeocustomers (low IC) (lines 10 to
13). In this situation the link between high PCRIdow IC is clear. While comparing
the situation in example 12 in the previous sulptdrato that in example 13, high ICC
has a positive effect on the link between PCD &hdhlthe case of L, whereas low ICC
does not in C’s case. Example 13 supports therfgedin example 12, contributing to

the support of proposition 7.

6.6 Proposition 8: The negative association betwed?CD and IRC is weaker for

individuals with high versus low ICC

Proposition 8 suggests that the link between higiegived cultural distance (PCD) and
low inter-role congruence (IRC) is weaker for indivals with high intercultural
competence (ICC). Unlike in the case of proposifipisharma et al. (2009: 233) claim
that there may not be such a connection for sdnatwith low PCD and high IRC.
Hence according to the framework proposition 8nf/@pplicable for situations with
high PCD between the customer and employee. Thidysalso supports the claim
because no information was found from the datandicate that the link between low
PCD and high IRC would become weaker because ointheence of high ICC. Next
the main aim of proposition 8 will be analysed. sThiill be done in two parts and is
limited only to situations that display high PCDiasthe case of proposition 7. First,
situations when high ICC influences the connechietween high PCD and low IRC are

analysed. Then in the second sub-chapter high $G€placed with low ICC.

6.6.1 High PCD and low IRC influenced by high ICC

A from Spain explained that she feels there is gehzultural difference between Spain
and Finland. According to her in Spain people awg/ wpen, speak and laugh a lot and
touching during the conversation is very normalwdwaer, she noticed that in Finland
people respect each other’s personal space andgdeay to be very shy (high PCD). At
the time of the interview A had been in Finland &wout 8 months and prior to her stay
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here she had lived in Germany for 4 months. She a@ds to recognize cultural

difference between Spain, Germany and Finland aadl & very positive attitude

towards problems in service situations (high IC&)e even perceived problems with

language to be a positive situation because itwallonore interaction between the

employee and customer than usual (see example&4,12 to 18).

EXAMPLE 14 (Female, Spain)
(When talking about if there should be more visibiglish at shops and offices)

O©CoOoO~NOUOA, WNPE
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s0 you think that it's- it would be good you but it's not necessary(.) or-
would be good for me of course but uhihkh-it's not necessary.

ok

and it's good if you want to learn Finnish

yeah

you have to because of course (.) theigimig the the- unversal language
yeah

but uh I think you can not dependap)y (.) on English language

mmm

so | think should be like that

ok ok

and it's better because that way you caalsg.) with employee?

oh

have a conversation ((laugh))

oh yeah that's true so-

yeah because if you can do it by yoursedfrgthing (.) it's boring

ok

so (..) I think it's better that way ((ld)Yy

In the next example the effect of high ICC to IdwCl is examined. A explained that in

Spain there is a lot of conversation between peingleding between the customer and

service employee in a service interaction. In eXamp, the topic of discussion was if

there should be more talking at the cashiers ifaRthin A’s opinion.

EXAMPLE 15 (Female, Spain)

>PeReR2er

> Perora

but uh in Span in Spain is a very diffdrbacause you speak a lot

yeah

you can speak with with (.) tiegs if you want ((laugh))

((laughter))

S0 everyone is speaking with everyone

ok

and here | would like to to to do that dridink okay uh (.) all the the uhh
exchange students- students think that uh thesgle doesn't speak very
much but I think that if uh we can speak espnisim (..) they (..) | think (..)
they will speak more with with us

okay

of course it's normal

so it's more like a language issue

yes yes | think there's a the only:: prablg) if we can call it a problem
yeah

but uh I think that's the only thing
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In these types of situations PCD seems high andd&€ns low for A because she is
used to chatting with the employees regularly imiSut in Finland there is not so

much talk between her and the employees. Howeesause of her high ICC she can
rationalize why there is a difference in the empleg/ role in Finland in comparison to
Spain and is able to understand the differenceemice roles that apply in Finland

(lines 7 to 14). This example indicates that in ¢hee of A the tie between high PCD
and low IRC is weakened by high ICC, supportingppsition 8.

6.6.2 High PCD and low IRC influenced by low ICC

For an example of how low ICC influences the cotinacbetween high PCD and low

IRC, we will take a look at example 16 which wasoalised as example 1 in chapter
6.1.1. M from South-Korea explains a situation s bank, where the service she
received was really slow as opposed to the quicksystematic service she is used to

getting in banks in her home country (high PCD, IRE).

EXAMPLE 16 (Female, South-Korea)

1 M: okay oh when | came here first my tutaskone and my friend to the bank in
2 the city centre is ah | don’t remember the Kegki-

3 J um

4  M: the the orange one (.) not Nordea

5 J: ah ok Osuuspankki

6 M: yeah maybe | went there (?) yeah therevaamy people and we just waiting

7 for our turn

8 J. yeah

9 M: it'stoo slow (.) and just one personihthworking there ((laugh)) and

10 anyway it's our turn so we went there but ohgog the woman is a little bit
11 old and she’s- the processing the working pote$0 slow so | just look at
12 her (.) oh my god what you are doing now- atyuadually in Korea the bank
13 service the customer- uh the clerk is a really fast and really quick

14 J: yeah

15 M: and everything is just ts ts ts ts likesthery systematic but she just- waiting
16 and reading so it's too slow for me so it's veot good and she also (.) at the
17 time she was very (.) bad at English so my tatgrFinnish tutor negotiated
18 everything but a little bit- I'm very shockell sy god how can be very slow
19 like this even in bank but they don't care altbig | think ((laugh)) just ah if
20 you need some help you just waiting me ((laugkgh like that so yeah it's

21 totally different (.) it's not so bad but anywi#ig a little bit annoying things

Although during the interview M expressed knowledgeout other cultures and
explained that she understands that service is ddfezently in Finland than in her
home country, she seemed to have trouble adamtitigetdifferent service environment
in Finland. In negatively perceived service sitoasi she often compared the service to
(often better) service that she would normally neeein South-Korea rather than
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explaining reasons to why she thought the servic&inland was different as other
interviewees with high ICC had done (low ICC). Ixample 16, M expresses
annoyance to the slow service she is receiving fitmenbank clerk, whereas in South-
Korea the service would be fast and efficient (I®C)(lines 9 to 21). The influence of
low ICC does not have a weakening effect on theneotion between high PCD and
low IRC. As in the case of proposition 7, in chap8eb.2, this example supports
proposition 8 indirectly. Example 16 should be ledkat beside example 15 in the
previous sub-chapter. When comparing the cases aidAM, it is noticed that for M,

the negative association between PCD and IRC angér than what it was for A. A’s

high ICC had an effect on the way A viewed IRC, deenveakening the negative
association it had with PCD. These findings suppmdposition 8: the connection

between high PCD and low IRC is weakened by high.IC
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7 ANALYSIS: SATISFACTORY AND UNSATISFACTORY
SERVICE SITUATIONS

This chapter aims to provide answers for reseanobstipns 1: why were certain
intercultural service situations perceived as &attery or unsatisfactory by foreign
customers in Finland? In this chapter perceiveducall distance (PCD), interaction
comfort (IC), inter-role congruence (IRC) and ictdtural competence (ICC) will be
analysed in relation to satisfaction (SAT) in certservice situations. It was mentioned
in the ICSE conceptual framework that ethnicity rbaya factor which influences PCD.
In this study the analysis showed major differenicbesveen the Asian and Western
group supporting the claim in the framework. Therefthe findings have been
categorised into two groups according to ethniaitythe case of PCD. In addition,
differences between these groups were also founideiranalysis of IRC in relation to
satisfaction. Therefore the analysis and resulthéncase of IRC will also be divided

into the Asian and Western group.

7.1 PCD in relation to satisfaction

Whether high or low, perceived cultural distanc&€P can create situations and
behaviour that result into either a satisfactoryunsatisfactory service outcome from
the point of view of the customer. As discussedviprssly, cultural background is
assumed to have an effect on PCD. Because ofitlvas decided to break this section
in two parts and analyse separately what kind o¥iee behaviour is seen as
satisfactory or unsatisfactory by customers of Asiad Western cultural backgrounds.
By this the writer also aims to present possibleag for service employees about
satisfactory service interactions with customeosnfidifferent backgrounds.

7.1.1 The Asian group

Interviewees in the Asian group were generally gelathat they were able to
communicate in English with Finnish employees altftoit is not an official language
in Finland and were often quite impressed with kel of English proficiency of
Finnish service employees. They also praised thendne” demeanour of the employee

in interaction with the customer as opposed to s$ones cold professional types of
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employees they may have come across in their h@muatry. The interviewees also
expressed positive emotions towards the relaxedsghere and freedom that was

given to the customer while shopping (see examplarntd example 18).

EXAMPLE 17 (Female, China)

1 C: Ithink quite a lot- quite a lot like ulmet clo- the shop selling clothes in China
2 they have many service- service man- sales mamoran and then just when
3 you step into the shop the sales woman or mdrcarihe to you and then talk
4 with you and then will recommend you some clotbresousers or shoes (.)

5 like they cares about you a lot

6 yeah

7 and they want to keep you company whenayeudressing (.) you get

8 dressing and they just like push you to buy tloelpcts

9 yeah

but in Finland I- | never made that sitoatiike when you stepped into a shop
11 it's very relaxing and flexible atmosphere like sales man or woman maybe
12 say hello to you but they don't care as muchutapmur behaviour in the shop
13 just (.) mm just want to give people more spawe more time to select what
14 they want

o<«
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EXAMPLE 18 (Female, South-Korea)

1 M: they just come to me and aah hey whataloneed do you need this one or
2 blablabla they say a lot of things to us but likeg’re a bit don’t care ((laugh))
3 | cannot find the clerk or workers working in timarket and actually they just
4 do what they (.) should and just calculated theepand just (.) like that but (.)
5 mmm | think the Korean customer service the difvige is more- much better
6 than here

7 J. ohreally

8 M: and more- actually sometimes | feel vemgamfortable because they just th-
9 follow me and took clothes approach to me antljuggested- really

10 comment everything so it's really difficult taysthat | don't want to buy this
11 one or | just look around without any buy sormegtbut it's very difficult

12 ((laugh)) but here it's very free ((laugh)) aridum they more (.) feel relaxed
13 they don’t have any burden to behave towaratisgomer like that or like that

In examples 17 and 18, C and M first describe tealiour of service employees in
their home countries and then continue to compaie what they have experienced in
Finland. In both cases the service employees iin ioene country are active in selling
and recommending products to the customer. Howenethe case of Finland, both
interviewees describe the service experience a® maaxing than what they have

experienced in their home countries.

On the negative side of the spectrum, several Vigeees felt they were treated
differently from other customers because they wereigners. Some even felt they

were being discriminated by the service employe® (@xample 19). Other negative
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sides to service interactions that were mentionetkvhe lack of service, small talk or

overall strong customer orientation that they wesed to in their home culture.

EXAMPLE 19 (Female, China)

1 J: have you noticed any discrimination tovgaydu in Finland because you are
2 Chinese have you noticed any discriminations

3 C: mm sometimes | can see from the eyeseofdiies person they see me in a
4 strange way like oh it's a Chinese (.) | dondwmwhat they are thinking about
5 maybe they seldom see Chinese ((laugh)) or L @oow if it's discrimination

6 or not but | feel a little diff- | feel a littlaneasy

7

8

9

J: ok so you kind of notice when they see g®a different person than Finnish
C: yeah
J: do they behave differently (.) to you
10 C: sometimes they will ask where are you frdfr?in a very strange way like
11 where are you fromRike in this way (.) but I- | really feel uncomfaitle
12 when people ask that (.) | just want to be éikeormal people yeah talk with
13 then normally

In example 19, which was also used in chapter @5.2xample 13, C explains how it
feels uncomfortable for her when she is being éckalifferently than other customers.
As she continues to explain on lines 5 and 6, st sure if discrimination is involved,

but it nonetheless makes her feel uneasy.

7.1.2 The Western group

As discussed before during the first analysis iaptérs 6.1.2 and 6.2.2, the Western
group generally showed lower PCD than the Asiarugrdherefore the influence of

PCD to the satisfactory outcome of the service srasller. As PCD was seemingly

small between the customer and employee, the ieteees often felt that they were

mistaken for Finns and did not feel they were gdalifferently from other customers

(see example 20).

EXAMPLE 20 (Female, England)

J: have you noticed like any kind of uh ({fledlence umm that they might like
treat you differently because you're not a Finn?

E: mm well actually I do say like (.) kiiteghen I've finished (.) and sometimes
they like smile because they realize I'm likarigy((laugh))

O©COoO~NOUILAWNPE

J: ok ((laugh))

E: even though it's one word but um (.Bihk | don't | don't know if they think
I'm Finnish or foreign

J: oh

E: |don't know because sometimes they dwe'h speak to me so
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In the case of E, she explains that she doesmik thiat she is always even recognized
as a foreigner. An interviewee from the Czech Répuwbso reported similar cases and

said she was often mistaken for a Finn.

It was interesting to notice that contrary to th&ak group, the Western group felt like
they were getting more service because they wemagiters or because they did not
speak Finnish. Extra services often lead to satisfg service outcomes (see example
21). On the negative side it was only mentionedt thmnish customer service
employees should be more open and flexible towawdgmers in their service.

EXAMPLE 21 (Female, England)

1 J: mm well do you have any like specific gitons that you have been in that
2 you have got really nice service for example

3 E: mmdo you want to know the shop

4 J. yeah

5 E: okum when I need like an ingredient onsthing I-1 have to like Google

6 translate or something and um occasionally hgo imm (.) S-market | think
7 and I've given them my sheet of paper (.) and-Ithey've like looked around
8 the shop willing to help me

9

J: ooh
10 E: and then they collect the ingredient forgoghat’s really really nice
11 J: oh that's nice so you go with a piece ggraand | says everything and they
12 help you
13 E: yeah well just like one key ingredient boan't find it or know what it is
14 J yeah
15 E: so yeah they're always willing to help

Above E describes a situation when she has go#aihyrgood service in Finland. In
this case because of the language barrier extqa Wwak needed from the service
employee. An interviewee from Spain also mentiotied because of language issues
she gets more service than regular Finnish cusomeuld. Also a Polish interviewee
mentioned a situation when she was served really iwea Finnish pharmacy. The
service was given in English and the employee pitsded out detailed information for

her as an extra service.

7.1.3 Summary

Several differences were found between the AsiahVeestern group when it came to
the influence PCD has on the satisfactory outcorn¢he service situation. Being
treated as a regular customer was perceived pelgitiyy Westerners while being

treated as different from other customers was @gdligariewed negatively by the Asian
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group. Furthermore, the Asian customers oftentlely were not getting enough service
or were not given enough attention by the emplaybide Westerners generally did not
report such incidents but rather reported posisiveations when they are given extra
service. From this it may be concluded that PCDéaatrong influence on satisfaction

in intercultural service encounters.
7.2 IC in relation to satisfaction

It is assumed that when the customer feels conifieria the service interaction he or
she is likely to feel more satisfied with the seevithan if they would have been
uncomfortable for some reason or another. Next wWeleok at situations where the

high or low level of interaction comfort (IC) resed in satisfactory or unsatisfactory
service respectively. In this section the intenaew will not be separated to the Asian
and Western groups because the data did not shpwaiteable differences between

interviewees from these different groups.

7.2.1 Comfortable service situations

In satisfactory service situations the interviewesmorted several kinds of behaviour of
the service employee that made them feel good mfartable. For example, kindness,
friendliness and helpfulness were attributes ofmisim service employees that were
appreciated by the interviewees (see example 82hd sample below, A from Spain
describes the service employees as kind and hegiffibugh some communication

problems might occur due to language (lines 5 to 9)

EXAMPLE 22 (Female, Spain)

so what is like your overall impressioattiiou have of customer service in
Finland
uff uhh I have a very good impression
oh, w-why is that?

: because uhh all the employers they araydwery very kind with me

. even they don't speak English but of cewis they say to you uh sorry my
English is not very good or | just speak Engldittle bit but they go with you
if you need something or they look for anothen employment to help you,

o
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A: and they always have a smile for you,t'sovery nice
10 J: ok so you've had situations when the ped@dmit speak English that much
11 A: Ithink | haven't had-
12 J: that many
13 A: that's- that kind of situations
14 J: ok
15 A: even when they don't speak English becabkd.) they always try to help me

16 anyway ((laugh))
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Being patient with foreign customers and the apiiit conduct the service in English
were also found to be things that added to the odnuf the service encounter. An
appropriate level of English skills on the empldgg®art made it easy for the customer

to ask for help in case of a question or probleme @xample 23).

EXAMPLE 23 (Male, Japan)

F. and basically the customer (service eng#syin Finland is really kind when
| ask anything it's uh they reply really kindlgcithey give me very specific
information

1

2

3

4 J:. you mean like the cashier or the service-

5 F:. =yeah the service is really kind

6 J. okyeah

7 F. solfeel really happy

8 J: whatlanguage do you usually use whenagiu

9 F:. ahhwhen you ask | usually use Englisboafrse | can’t use Finnish so
10 ((laugh))

11 J: ((laugh))

12 F. yeahso

13 J: do they always answer in English to-

14 F. yeah do they al- yeah and they’re reallydyat speaking English as well |

15 think so mm | think in Japan it's (..) yeah lige ((laugh)) they they cannot
16 use English

In the example above, F also describes the seiddeas received as kind and goes on
to explain how in his opinion the employees’ pr@icy in English is better in Finland
than in Japan (lines 14 to 16). In F's case, kieplies to his questions and getting
detailed information from the employee made him Fegpy about the service (lines 1
to 5).

7.2.2 Uncomfortable service situations

Contrary to what was discussed in the subchapteveabf the employee’s English
skills were limited the service situation was oftant seen as comfortable and

sometimes led to unsatisfying service or no seraic| (see example 24).

EXAMPLE 24 (Male, Japan)

J: have you ever had um situation in Finldnad the cashier or the people
serving you didn’'t understand English

F. yeah actually one or two times but uh tgumost of them understand and uh
yeah

J: ok what happened in the situation whew thén’'t understand do you
remember how did you-

F. yeah | remember because they just speakdhi so whaat I-I- asked in
English but they answered in Finnish so of colian’t understand totally so
just anteeksi and | just go away

0 J: you justwent (.) ok where was this caskl a

P OO~NOOOUITRAWNPE
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uh in Sokos in salmon-salmon shops likiisim fish shop yeah | think she’s
kind of older so that's why

older lady

yeah older lady so maybe she couldn’t wstdad English

In this example, F tells the story of a customevise situation when he ended up with

no service at all due to a language barrier withémployee. If we compare examples

23 and 24, we can see that in F's case fluent camuation in the service encounter

contributes to a satisfactory outcome.

Slow service was also mentioned as a point thatened the service situation and made

the customer doubt professional abilities of thelelyee. Not paying enough attention

or not paying attention to the customer at all alg@® seen as a problem. Behaviour like

this included making no eye contact with the cusigmooking away and not

responding to questions (see example 25).

EXAMPLE 25 (Female, Canada)

D:
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o
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oh well this one guy in who is in Kortgpa housing my roommate and |
realized we were paying about 20 Euros more dtiaer people (.) we were
like what is this we don’t want to pay this extnaney (.) and we went to go
ask like how we can fix this and the guy we wating there explaining this
whole thing to him (.) he wasn’t looking at usv&s trying to find something
on the computer cause he didn't speak Engligh@)l ((laugh))

ok
and he didn’t say anything (.) but he kistla sat there playing on his
computer on Google Translate and then he catlewaene in (.) she also
didn't speak very good English so it was refligtrating for us to get our
point across cause we said why are we payisgettira 20 Euros

yeah
and when we learned why and it was a mofgedor furniture and we didn’t
understand why we were paying for this everytm@n and they just kinda
looked at us like (.) oh well this is how it(isthere isn’'t any reason for it but
| definitely think that because of the langubggier they didn't really
understand what we wanted

ok
but it was really odd to me that this mavuld sit there kinda not look at us
and be like type on his computer writing sonreldown on the phone

yeah
my roommate and | were looking at eachrofke what's going on

he didn’t even tell you that he doesnéapEnglish
no he just sat there (.) yeah and so Iddtia little rude at first cause usually
if you are trying to speak to someone you makeast a little bit of eye
contact or some sort of uh (.) reaction to stiwt you understand or that you
are listening but he was just sitting there tlkis ((laugh))

kinda like ignoring or-
yeah- not ignoring but you could tell thatdidn’t understand English so it
was weird to speak to him yeah

so like he didn’t say anything to you
no he- he kinda made some noises like mrinmm mmm
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D and her roommate were first frustrated becausg thd not seem to get the full
attention of the employee. The employee was workimgomething on his computer at
the same time they were talking to him and he weasdag eye-contact with them.
Eventually D was able to explain the situation, luas unsure if her message was
correctly understood by the employees becausepafsaible language barrier and the

problem was left unsolved.

The attitudes to using humour in a service sitimaieemed to be controversial. Some
interviewees enjoyed chatting and joking with teevice employees, but in some cases
misplaced humour or laughter made the customerlilezltheir requests were being

made fun of. In example 26, C explains how the laeigof the employee made her feel

like she or her request was being made fun of andex her to feel very uncomfortable.

EXAMPLE 26 (Female, China)
(Explaining a situation where the employee was lentbdo a service that she requested)

uhh she's a mid-age woman like in herdsrt

ok did she speak English to you

yeah | think she speak English quite well

ok (.) but she didn't want to-

=do anything yeah

how did she say- was it in a polite walila (.) no

I think she- she speak a little bit hapjiglike oh | can't do anything about
that ((laugh)) like they- they make a rumoursawke fun of me kind of that
things

10 J: oksoitfelt-

11 C: |feel very uncomfortable

OO ~NOOOPM~WNEPE
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7.2.3 Summary

In the data, many factors were found which conteduto how comfortable or
uncomfortable the customer perceived the servittetson. Both kinds of situations
mostly had to do with the behaviour of the employeethe situation, but the
employee’s skills in English were also found to évan important role in making the

intercultural service situation comfortable andsfattory for the customer.

7.3. IRC in relation to satisfaction

When analysing inter-role congruence (IRC) in congoa to customer satisfaction it

was again determined to split the interviewees into groups in the analysis process.

This is because in the data the Asian group gdpestabwed lower IRC in comparison



66

to the Western group. This may imply that the défé groups are accustomed to
different types of service interaction and therefoave different needs when it comes
to the satisfactory completion of a service enceuntiext we will look at situations

when high and low IRC results in either satisfagtor unsatisfactory service from the

point of view of the customer.

7.3.1 The Asian group

When analysing the connection between IRC andfaetisn in the Asian group, a lot
of data was found. The interviewees did not rep@rting to change their role as a
customer as much as they reported a differencéenservice employee’s role from
what they had expected. Low IRC in service situetioesulted into several positive
outcomes, but the amount of occurrences of unaatsfy service seemed much higher.

Two South-Korean interviewees were amazed withréfiend system in Finnish shops
and how trusting the service employees seemed tm lbelation to their customers.
They reported several incidents where they were @bichange products they bought
from a shop without having to show a receipt. Adoag to them, this would never have
been possible in their home country. As anothemgta of satisfactory service, both
Chinese and both South-Korean interviewees merditine freedom they are given in
shops by the service employees. Unlike what thesevaecustomed to in their home
countries, in Finnish shops they were able to shitipout the employee eagerly trying
to serve them or sell them products. These are pbegnof situations when low IRC

resulted into a satisfactory service outcome.

On the opposite side to this, the free atmosphseseeemed to have a negative side to
it. Less imposition by the employee was also inetgd as a low amount or low level of
service. In the next example, M describes how intlS&orea there is a work ethic
where “customer is king” and the employees eageelye the customer trying to make
them buy products (lines 11 to 19). This contradiotwhat she experienced in Finland

because the customer in given more freedom, boateds service (lines 27 and 28).

EXAMPLE 27 (Female, South-Korea)

1 J: do the customer service people do thethactame way as Koreans or do
2 they have some other manners or
3 M: ok Iremember in the the- department stanen we went (.) go to the some
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clothes shop

yeah

actually in Korea usually think the custmis king (.)

ah yes yes

the customer is king and they really ngdflow to say- pretend to be very
friendly

ok

yeah you know- of course they are friertally (.) it's their job to be very
friendly towards the person- the customerf.gkample in Korea when we
go to the (?) shop and the clothes shop

yeah

they just come to me and aah hey whataibneed do you need this one or
blablabla they say a lot of things to us buthbey're a bit don’t care ((laugh))
| cannot find the clerk or workers working iretimarket and actually they just
do what they (.) should and just calculatedpttiee and just (.) like that but (.)
mmm | think the Korean customer service thesdipvice

mmhm

is more- much better than here

oh really

and more- actually sometimes | feel vergamfortable because they just th-
follow me and took clothes approach to me arstluggested- really
comment everything so it's really difficult taysthat | don't want to buy this
one or | just look around without any buy sormegtbut it's very difficult
((laugh)) but here it's very free ((laugh)) aridum they more (.) feel relaxed
they don’t have any burden to behave towaratisgomer like that or like that

Also F from Japan mentioned that he is able to exp®re service in Japan than in

Finland (see example 28). In the below examplexplagns that although service in

Finland has been kind towards him, he can relyeiting a solution to a problem better

with Japanese service employees (lines 1 to 8hoigh service has been kind, it has

not always met his requirements as a customers(brte 13).

EXAMPLE 28 (Male, Japan)
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F:
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I think | really expect more things (.) tonthe Japanese cashier or ((laugh))
or like Japanese customer service because | gmatwahh (.) they really like
uh (.) more- more conservative for the (.) wogkin

mm

and if I ask something | know that theyttr find the resolution or something
to the problem

mm

so | think | can expect more things inalageah | think so

well because you said that in Japan yawegpect a bit more (.) has it
happened that in Finland you sometimes do rtagmeugh service or-

yes ((cough)) yeah sometimes yeah of cduask something people reply me
very kindly, of course but | think uh (.) somedis they (.) just gave up
finding some resolution for the problem

ok ok how does that make you feel as amest

I think it’s (.) yeah it's still kind 1 tihik (laugh))

oh ok yeah ((laugh)) but just- just the wagolve problems may be different
in Japan

yeah | think so
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Also, the amount of effort that the employees maken trying to please a customer

was criticised. In the next example, C explains Hwv requirements as a customer
were not met by a Finnish service employee ancethgloyee did not make an effort to

make her happy as a customer. She had bought 8taidater on broke and had gone
back to the shoe shop to get help in fixing themms Example is the same as example
11 in chapter 6.4.2.

EXAMPLE 29 (Female, China)

1 C: Ididn't expect them to exchange themiae the money back to me but |
2 want them to mend it
3 J. yeah
4 C: itseems to me a- a small problem | ttiorkhe shoes shop
5 J; mmhmm
6 C: butwhen I go there the sales persorspistto me that (.) it's not so good
7 products- it's not so good quality becausedtsheapand | can't do
8 anything for you for the shoes
9 ok
: =yeah and they are very confident to kaythey don't feel any sorry for me
ok
. they even didn't say sorry they just spif'¢ because you bought a cheap
13 product when they have problems you can't ygthémg about them
: ok
15 C: solfeel very unhappy about that expesge
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16 C: Ithink especially when the customer hsamme problems of their products

17 they should especially care about that becaubattime the customer (.)

18 could be angry or not happy (.) and they sheatify the customers

19 otherwise they will harm their reputation

20 J: mm

21 C: and yeah the customer will never go tosti@p again and they will speak bad
22 words to t-this shop to the people they know

In the above example, C brings up making the custdrappy and the reputation of the
shop (lines 16 to 22). In her experience the engd#owas not willing to do much to
make her happy as a customer. Also, in her vieilndato satisfy the customer results

in harming the reputation of the shop itself.

Customer orientation seemed to be a concept trsribed the service behavior that
interviewees in the Asian group were used to. Adiogy to the interviews, in Finland
not as much effort is made into making the custohegpy or feel like “a king”. M
from South-Korea also mentioned that in Finlandsithard for her to think of the
employee as a servant. According to her, in Finldred customer must also take the

employee into consideration more and cannot negBsaat like a king in the service
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encounter. Both the South-Korean interviewees mamgesting remarks of the work

ethic in Finland (see example 30).

EXAMPLE 30 (Female, South-Korea)

1 K: we always say Finnish people doesn't workinnish people why do they-
2 why they are not working how can they eat andrwed something (.) (?)

3 really wondered they are not working- in our mind

4 J. yeahyeah

5 K: because ((laugh)) (.) yeah Korea and japare just people are go to work
6 work work for whole day and it's really normahtithey work until 10

7 o'clock pm it's really normal and and like 11 twas are full of people there
8 and buses are working like until 2 am or 3 am

9

J. yeah
10 K: like every 10 minutes it comes it's reallgthing, but here is (.) the workers
11 have to stop work at like 6 or something or 8anething and it's really strict
12 it's more about workers are really important'theeally good (.) but they are
13 not working

As opposed to South-Korea, in Finland employeep storking earlier and from her
point of view it seems as Finnish people do notkwearough to make a living (lines 1 to
3). On line 12 , K mentions that workers are coasd very important. This is a huge

difference to the previously mentioned work etHi¢austomer is king”.

7.3.2 The Western group

Interviewees in the Western group did not give margmples of IRC in relation to
satisfaction. From this it may be inferred that snahthe respondents experienced high
IRC and therefore did not notice to mention margidants where IRC was involved.
This is where the Asian and Western groups diffgniBcantly. The only example
mentioned of a positive similarity in the rolestbé employees was politeness towards
the customer. However, in the few cases when tleeafadthe employee was reported to
have differed from what the interviewees were ugeth their home countries, results

similar to the Asian group’s came up.

A from Spain mentioned freedom in Finnish shopgdoa positive thing just as many
other interviewees did in the Asian group (see gtan3l). She explains how the
customers in Finland are free to search for clotretheir own and to try them on. Also
she mentions a ticket system that is in use in Spaciothing stores to control the

amount of clothing that is taken to the dressingmo(lines 27 to 31). In shops in
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Finland without this system it is easier for hestmp (line 33). This also supports the

issue of employees trusting customers that wasisssa in the Asian group’s analysis.

EXAMPLE 31 (Female, Spain)

1 J: how about like (.) if you think about d¢lotg shops for example (.) | know that
2 in some countries there's a lot of employees aflpeople there helping you

3 and please buy this and this and they come toyl in the uh dressing

4 rooms and-

5 A: yeah

6 J: but how about in spain and how've youcedtiin Finland

7  A: uhhhff- | prefer the the Finnish way ((¢dn))

8 J: oh

9 A: Ihave to say (.) because well uh it'sirilee to go to shop and lo- (.) look the-
10 the-the clothes for example by myself but | tiike if | have to have by my

11 side ((laugh)) a person saying all the toaa | help you can | help you can |
12 help you

13 J: ((laugh)) yeah

14 A: ldon'tlike it (.) and uh (.) well it's heo (.) it's similar but here you you are (.)

15 free to take your clothes to go to to to trynthe

16 J:. yeah

17 A: Ithinkit's umm(.) better (.) in Spain (g have more employers and of course
18 they ask you very polite in a very polite way ¢éelp you

19 J. yeah

20 A: if you say no (.) they leave you alone

21 J: okok

22 A: but uh well in general

23 J: mmm

24 A. there are some exceptions ((laugh))

25 J: ((laugh)) yeah

26 A: likecan I help you can | help

27 A: and uhh but you have a control if you wantake some clothes

28 J: mm

29 A: uhhyou you have to show the clothes gythave to give you like well |

30 don't know like a ticket or something to sayt §@u are going to try on three
31 T-shirts for example

32 J: ohyeahyeah

33 A: solthink here is uhh how do you say &3ier to- to go shopping ((laugh))
34 J: ((laugh)) so you have more freedom to yafirs

35 A: yesyes

As in the Asian group’s analysis, D from Canadal&rg a situation when the freedom
given to a customer results in a lack of servicd &m a lower level of customer

orientation to what she has been used to (see éa&88p

EXAMPLE 32 (Female, Canada)

1 D: um actually one time when | first got héhead to set up a bank account and
2 we went to the orange bank Osuus-

3 J:  Osuuspankki

4 D: that one yeah that's the one my tutor $etdme up with

5 J: mmhmm

6 D: and | wentand made this bank accountitands good and then | had to pay
7 rent

8 J. ok
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9 D: and Osuuspankki to get an online accoantneed a social insurance number,
10 J: ahyeah

11 D: Finnish one and | don’t have that and Inttasbout to get one because | don't
12 need a job here so

13 J: yeah

14 D: but my friends with another bank Nordea balihe banking already

15 J: ok

16 D: and I was like ok | have to pay rent anidh’t want to pay this fee to pay in
17 person all the time (.) so | had to change nepact and | went there and

18 explained it to them and they were like noiltegal to have online banking

19 without a social insurance number and | was(likeo it's not (.) it's not true
20 uhh and | said ok well close my account thenthag were like (.)ok (.)

21 yeah(.) off you go ((laugh)) and | was reallpcked cause at home if you

22 wanted to close like a bank account or leavesinbss to go to another one
23 they would do anything to try and stop you

24 J. yeah

25 D: they would say no no no stay with us wefeathis we can work it out (.) all
26 about customer loyalty (.) which is a big thygah with this bank | was

27 surprised that they were just yeah ok ((laubbj¥ you go (.) and | switched
28 banks and everything was better but | was shitrokstill like- (.) oh ok sure
29 (.) 'l do that (.) but that's the only thingyé really run into most of the time
30 it's the language barrier

Also in D’s case, the employee was not willing ¢ ‘the extra mile” in order to make
the customer happy. Terminating the bank accoustsgamingly easy and switching to
another bank did not seem to be a problem fromptiiat of view of the employee
(lines 20 to 29). D mentions the concept of custolayalty that may be interpreted as a
similar term to the previously mentioned customeergation. The situation ended
unsatisfactorily for D and she ended up using #reises of another bank. At the end of
the interview D also mentioned that it would beeni€ Finnish customer service

employees were more attentive to customers.

7.3.3 Summary

In the interviews it seemed more common for therinewees to recognise or to
remember service behaviour or customs that différech what they were normally
used to in their home country. Freedom of the custoand employee, customer
orientation and the employee’s willingness to seheecustomer were considered to be
major factors that influenced the satisfactory oate of the service situation by many
interviewees in the Asian group as well as the fesgjroup. Also, in many examples
in the Asian group the interviewees found the weftkc in Finland to be different from
what they were used to in their own country. Altgbisome results found were similar
when interviewing Asian and Western intervieweéss iimportant to notice that the
interviewees in the Asian group reported signifttarnigher amounts of incidents
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where IRC was related to the satisfactory or usfatiory outcome of the service. The
Western group on the other hand rarely mentionedscthat had to do with IRC. From
this section it may be concluded that the freeddnthe roles of the customer and
employee have a positive and negative side to tlkdman considering customer
satisfaction. From the point of view of the intewees, freedom of the customer to
shop as they pleased and the trust they were diyethe employees contributed to
satisfactory service outcomes. However, freedortheremployee’s side may result in a

lower level of service and customer orientatiort tha customer was hoping for.

7.4 ICC in relation to satisfaction

In the first analysis chapter of this study, théadshowed that customers with higher
intercultural competence (ICC) displayed higher amse of interaction comfort (IC)

and inter-role congruence (IRC) in service situaiovhich contributed to satisfactory
service outcomes. In addition to having a diredeaf on satisfaction, ICC also

influences it through other areas of the intercaltgervice encounter. Different to the
previous concepts (PCD, IC, IRC), ICC is not tiedhly the service encounter at hand,
but it is an on-going state or an ability which hlas potential to change and develop
through knowledge and experiences. Although in $kigtion of the analysis the aim is
to examine ICC behaviour which led to satisfactorynsatisfactory service outcomes,
it is important to notice the different nature 6fG in comparison to the other concepts

in the analysis.

7.4.1 Satisfactory service and ICC

Interviewees who were analysed as having higher §&€med to be able to cope
relatively well in intercultural service encountesere problems arose and did not
necessarily think the service was unsatisfactooabse it was different from what they
were used to. In example 33, E (high ICC) explaiva although there was a problem
in communication with the service employee, she badn able to prepare for such

situations beforehand.

EXAMPLE 33 (Female, England)

1 J: back to those situations when you fe# fflou weren't understood by the
2 employee (.) umm how did that like make you fidlthat make you feel
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3 more like uncomfortable or did it make you feél kwe-I don't know how did
4 you feel

5 E: umm (..) I wasn't uncomfortable but | dideally know what to do next

6 because | didn't want to be rude | had to somedrahthe conversation we
7 were kind of having

8 J. ok

9 E: umm so | would just say umm that's okysarst (.) maybe go ask someone
10 else (?) like the post office

11 J: ok

12 E: but(..) yeah (..) I'm not sure how I fel} | kind of expected sometimes

13 because | am not speaking their language

14 J: mmhmm ok

15 E: solshould have to come cross these witsat

16 J: ok uh well so you knew that from the begigrnoo

17 E: yeah

E understands that because she does not speaklfFihig possible that there might be
communication problems during her stay in FinlaBécause of her high ICC she
understands the reasons why the service did nasgianned and is able to accept the

situation.

D from Canada, who was also determined to haveehig&@C, summed up the

relationship between culture and customer sencg well in example 34:

EXAMPLE 34 (Female, Canada)

J. soin general does it seem like well inegal does it seem like the Finnish
customer service people are more far away frenctistomer that in Canada

D: mm yeah definitely sometimes you are ovmiwed by how much customer
service you receive sometimes it's too much atdbut here maybe it's just
right maybe it's too low | think it all falls om spectrum of the culture

O WN P

D explains her view on culture and customer seriic€anada and Finland. On lines 4
and 5 she states that whether the service recésvegb much, too little or just right
depends on culture. What we perceive as “just figbpends on the cultural settings. In
D’s case, throughout the interview she seemed nedaxed about service situations she
had come across, even those which did not go @dtshe may have wanted. She
displayed understanding of cultural differencesernvice encounters and was generally

able to cope in problem situations in a calm ahakes way.

The next example displays intercultural understagdon the employee’s side. In

example 35, P explains how she got very good sematithe pharmacist in English.
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EXAMPLE 35 (Female, Poland)

J: do you have anything else you want toadeut Finnish customer service

P: | think that- in pharmacy you have reagiyd service

J: oh?

P: justthat if | need something the womeplar me everything

J: =in English?

P: in English yeah and even print some infdiom so it was really good service

OOk WNE

P is happy about the detailed service she got iglign by the employee. She also
received some extra service in the form of a powit of some information relating to
her business there. In this example the employemsé¢o have taken time to help the
customer who does not speak Finnish. The emploghgeth the customer with her
requests (line 4) in English and went the “extré&ein printing out information for the

customer, which is assumed to also have been itisBnigere. The employee shows
understanding of the special needs of a foreigmoousr, which led to a satisfactory

service outcome on the customer’s side.

7.4.2 Unsatisfactory service and ICC

A large part of unsatisfactory service reportethim data seemed to be because of issues
in communication and language. Language is aldeetinto ICC and through it can
contribute to either satisfactory or unsatisfacteeyice. In example 33 in the previous
sub-chapter, E’'s high ICC enabled her to look pasguage as a factor which
determined satisfactory or unsatisfactory servinethe next example, C describes a
similar situation to E’s. She had had trouble comimating with bus drivers in Finland,
because of their low levels of English. Examplevas also presented previously in
chapter 6.3.2 as example 9.

EXAMPLE 36 (Female, China)

C: yeah uh sometimes uh sometimes when t Boow the name of the place the
exact name of the of the district or the nameestname | can only describe
but the bus driver cannot cannot understand iathlso maybe | will find-
hopefully | can find a translator like a Finnigaissby and they can speak
English and Finnish and they can help us tramflat sometimes | can't find
so | just get off the bus and ((laugh)) yeah muagbe ask someone what is the
name but it's really like (??) make me headache

FNOUTAWN R

| of course | can feel very- | feel véagd about that because | think that bus
driver they should speak English

10 J: mm

11 C: like there are international people anénvtihey go to somewhere it can be
12 quite difficult

13 J: mm

© o0
O
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14 C: and | well | go travelling in other couatr like the most people in the train or
15 on the bus they can speak good English so aondla train- the conductors of
16 the train in Finland they cannot- mostly thegruat speak English

C criticises bus drivers and train conductors mdnd for not having good command of
English, unlike in other countries she has visitéls and E’s approaches to
communication problems with service employees arg different. Therefore although
a service situation might be similar the outcomd #re level of satisfaction for the
customer vary from person to person. In these temmpared cases the level of the

interviewees' ICC contributed to the outcome of $kevice.

Within the scope of low ICC on the employee’s siaignging up the customer’s culture
or home country in conversation had also triggaradomfortable situations for the
interviewees. For example, a Chinese interviewedendi appreciate being asked about
her backgrounds by a sales employee, because & imaxdfeel uncomfortable being
seen as a foreigner as opposed to a “normal” custo8he thought that maybe the
behaviour of the employee was because he did nat &dot of experience of Chinese
customers. In another case, a woman from the CRephblic recalled a situation when
a post office worker had mistakenly called her haraentry Czechoslovakia. In some
other situations the location of the Czech Repudid been placed in Eastern Europe
by the service employees. Because of history ardigab issues, false knowledge
presented like this may cause the customer to batisfied with the service interaction

with the employee.

7.4.3 Summary

When it comes to ICC, how satisfactory intercultwervice situations are evaluated is
very individual. The more aware of cultural facttihe customer is, the easier it is for
him or her to cope in an unfamiliar service sitoatiand not judge the service as
unsatisfactory although the service may not hawen lvéhat the customer had expected.
In general, in the data customers with higher IC&emmore unlikely to evaluate the
service they received as unsatisfactory, despdblems that may have occurred in the
service process. They showed understanding towhedservice culture in Finland and
were able to cope with differences in the servim@gared to the service culture in their
home country. Also, when an employee showed uraleisig of the needs of

intercultural customers through ways of language as more detailed service, the
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service was perceived as satisfactory by the cuw®mnmOn the other hand, when
employees displayed a lack of experience in serfongign customers or talked about
the customer’s country without knowing facts or sbbwing enough discretion, the
customers felt uncomfortable in the service sitregi Therefore, ICC works in both
ways in the service interaction. High ICC on thatesof either (or both) the customer or
employee may help in making the service situatido a satisfactory experience for the

customer, despite possible problems.
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8 DISCUSSION AND CONCLUSION

In this chapter, findings, applications and limtas of this study will be discussed. The
discussion is divided into four parts. In chaptdr e analysis on the application of the
ICSE conceptual framework is discussed. The resiiltise study in relation to research
question 2 will also be discussed. Chapter 8.2 udses positive and negative
intercultural customer service situations from ploént of view of the foreign customer
and seeks answers for research question 1. Intesh&3 other findings and
connections to other studies besides the originatlys of the ICSE conceptual
framework by Sharma et al. (2009) are discussedalllyi chapter 8.4 presents
limitations of the current study and gives suggestifor future studies in the field of

intercultural customer service.

8.1 The applicability of the ICSE conceptual framewrk

The discussion of results for research questiors 2ivided into two parts. First a
summary of the findings in relation to the accuratyhe ICSE conceptual framework
in the context of this study is presented. Thifllwed by an evaluation on the ICSE
framework on the basis of this study about its i@gpility to further studies along with
a discussion of its limitations. This chapter walso include some suggestions for

further studies concerning the ICSE conceptual éaark.

8.1.1 The accuracy of the ICSE conceptual frameworin the current study

When examining cases with high perceived culturstadce resulting in lower
interaction comfort, the findings of this study popted proposition 1: perceived
cultural distance (PCD) is negatively associatethvimteraction comfort (IC). The
opposite connection between the two concepts wadehdo find in cases of low
perceived cultural distance. The analysis suggebtadnterviewees with low PCD did
not mention their interaction comfort in servickuations because the situations closely
resembled the kind of service encounter they weseduo in their home country.
However, this is an assumption drawn from the datd needs further study to be
confirmed. Nonetheless, overall proposition 1 sekmoework within the areas which
could be examined within the limits of the data. &hinterviewees were confronted

with situations that were not familiar to them, &am otherwise familiar context
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(customer service encounter), discomfort was ofteticed. In addition it was noticed
that racial factors or ethnicity did seem to hawveirfluence on whether or not the
interviewee experienced high cultural distance i service employee in some cases.
However a judgment on an individual’'s PCD cannotrizgle solely on ethnic factors. A
customer and employee with even a similar ethnkdpaound may experience high
PCD with each other depending on the context oftimunter, as it was found in the

analysis.

The connection between high perceived culturaladist (PCD) and low inter-role
congruence (IRC) was clearly noticed in the data.sérvice situations where the
customers perceived cultural distance, they aldeew differences in the role of the
employee or noticed the role they were used to @asseomer was different to the norm
in a Finnish customer service situation. Howevsrinathe case of low PCD associated
with high IC, here the connection between low PGid &aigh IRC was not clearly
found in the data. The analysis results were inéded similarly as in the case of low
PCD and high IC: the interviewees with low PCD dat mention about the roles of the
employee or customer in service situations becthessituations closely resembled the
kind of service encounter they were used to inrtheme country. In this case as well
further studies are needed in order to be ablestibythis interpretation of the results.
Although there is a lack of conclusive data in tase of high IRC encounters, there
was no evidence found in the data that would iolé proposition 2: perceived
cultural distance is negatively associated witkerimble congruence. Therefore it was

found to be a working component of the ICSE framdgwo this study.

After working through the problem of defining inteitural competence in the case of
the ICSE conceptual framework, confirming the v@fi@f proposition 5 was relatively
easy. The data was consistent in showing that mes® with higher intercultural
competence (ICC) felt more comfortable in problematistomer service encounters
than customers with lower ICC. Thus the data foumthis study supports the ICSE
conceptual framework’s proposition 5: Intercultucampetence is positively associated

with interaction comfort.

In different countries and cultures the expectddsr@nd behaviours of the customer
and employee might be different from what the corgtois used to in their own culture.

The data showed that with higher ICC it was eafercustomers to adapt to the
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required different customer’s role, and to the rolehe employee, although it might
have been different from what the customer was @sdd his or her home country.
This indicates high inter-role congruence and stgp@roposition 6: intercultural
competence is positively associated with inter-amagruence. Reverse situations with
low ICC and low IRC were also found to be accumteording to the data. Therefore
the data from this study shows that customers Vather ICC may have trouble
adapting to the required role of the customer foraign culture. It may also be more
difficult for such customers to accept differenhbeiour from service employees than
what they are used to in their own culture. Théséirigs support the ICSE frameworks

proposition 6: ICC is positively associated wittOR

In the case of proposition 7: the negative assiociabetween perceived cultural
distance and interaction comfort is weaker for widlials with high versus low
intercultural competence, the ICSE framework wassimg relevant information to the
study. Because of this only service encounters Wigh perceived cultural distance
(PCD) could be analysed. In the analysis, senitcatsons with high perceived cultural
distance (PCD) were analysed in relation to theoensr’'s intercultural competence
(ICC). It was found that customers with higher I€Xperienced less discomfort in high
PCD customer service encounters than customers lautar ICC. The link between
high PCD and low IC did not change for customerthviow ICC. These findings

support proposition 7.

Unlike in the case of proposition 7, the ICSE framek mentions that in proposition 8
only situations with high perceived cultural distarapply. This means that intercultural
competence may not affect the connection betweenpgerceived cultural distance
(PCD) and high inter-role congruence (IRC). In tases of high PCD and low IRC,
high ICC was noticed to weaken the link between RO IRC resulting in a higher
IRC. In cases with low ICC customers a positivengfgain IRC was not found. These
findings support the last of the studied proposdioproposition 8: The negative
association between perceived cultural distanceir@edrole congruence is weaker for

individuals with high versus low intercultural cogatpnce.
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8.1.2 Evaluation of the ICSE conceptual framework ad its applicability to further

studies

Overall the ICSE framework seemed accurate in #me of the current study. No

evidence that would invalidate the framework projass was found in the data.

However, some aspects of the propositions couldeadtlly examined. This was partly

because of insufficient data and partly becaudaaking information and explanations
in the original study on the formation of the IC&&nceptual framework by Sharma et
al (2009).

Firstly, the original study did not provide adequaiformation on how the interviews

were conducted. No question sheet, sample questioti'emes were presented. This
makes the original study difficult to duplicate. ever, although the designing of the
interviews was mostly left to the researcher, Slaaemal. (2009: 228) did aim to make
the ICSE conceptual framework into a common frantewm@presenting both the

customer and employee. This indicates that the dvemrnk should be accurate also in
differently conducted studies on the perceptiond @ehaviours of customers and
employees in intercultural service encounters. Alaathe case of this study the aim
was not to duplicate the previous study by Shartmal.(2009) but to test the ICSE
framework in a new study. Nevertheless, a guiddimehe framework concepts would

be helpful in order to be able to gather all thedssl information concerning each

concept during the interviews.

Secondly, criticism can be given on the somewhekitg descriptions of the ICSE
framework concepts. Based on the descriptions giuetne original study, defining
what kinds of behaviour or attributes are connetbeglach concept is largely left to the
researcher’s consideration. This opens a door ifeerent interpretations of the data,
which might have an effect on the results. Furtleenduring the analysis process it
was noticed that some types of behaviour are mieed with several concepts or that
the concepts may be very closely connected whehedppto a context. For example,
if a customer feels that the behaviour of the eryg®odoes not meet the role
expectations he or she has of a service emplogdéegisituation an indication of low
inter-role congruence (IRC), high perceived cultgiiatance (PCD) or both? Of course
in a case like this the context has to be takemadnnhsideration, but nonetheless the two

concepts seemed to intertwine in many cases irdate analysis. The concept which
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was most problematic to find a definition for wasercultural competence (ICC). The
reference study by Sharma et al. (2009) discussediqus studies and different
definitions for ICC but it was left unclear how 1G&as defined in the study. Although
the different definitions have similar aspectshern, there seems yet to be a consensus
on a broadly agreed general definition. The diffiérdefinitions of ICC were also

discussed in chapter 2.3 of this study.

Thirdly, the analysis raised questions about ottmemections between the framework
concepts that were not discussed in the framewaykgsitions. For example a direct
connection between IRC and IC was not discussedthé&u development of the

framework with consideration to other possible $idetween the concepts might open

up new connections within the framework.

To conclude, the ICSE conceptual framework by Shamh al. (2009) provides
interesting tools for intercultural service reséardhis study was based on the
customer’s point of view and examined 5 concepts @rframework propositions in
relation to those concepts. The findings show lal examined propositions to be
accurate in relation to the used data. Contrargiriigs to the framework propositions
were not found. However, the framework’s descrimion relation to some concepts
and propositions were found to be insufficient. 8ese of this the manifestations of the
concepts in real life experiences are widely openifterpretation, questioning the
reliability of future research. As an answer tasthiudy’s second research question, the
ICSE conceptual framework was found to be appleatdr further studies with
limitations. All in all the ICSE conceptual framekkois a promising step towards a
working general framework in intercultural servieecounters. However, at its present
stage it is still incomplete and is in need of lert concept definition and testing of
propositions in different study settings. The ocoestof the conceptual framework also
state that further testing of the framework recgingore clearly defined measures for
the framework constructs (Sharma et al. 2009: 288)the light of these findings,
further development research on the ICSE concefraraework is suggested. However,
caution is advised in cases of using the ICSE framonle at its current stage as a core
framework for further studies, because of its latidns. Using selected parts of the
framework together with other theories may provefuisto studies especially if clear

and concise measures to the framework construntbegiven and justified.
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8.2 Satisfactory and unsatisfactory intercultural eistomer service situations

The second analysis studied positive and negativeice situations by comparing
perceived cultural distance (PCD), interaction aamnflC), inter-role congruence (IRC)
and intercultural competence (ICC) to satisfac(iBAT). The results were divided into
two groups according to the ethnicity of the custoin the cases of the PCD and IRC
analyses. The IC and ICC analyses did not shoveesltie differences between the two
groups and therefore no division was made in tleases. It is important to notice that
the results of the analysis and the following déston are based on data provided by a
small sample of foreign customers. This study dagsntend to present generalisations
of what kind of customer service certain grouppedbple find satisfactory but to give
examples of what may or may not be consideredtagaszaory service in the case of the
current study data.

In the analysis which compared PCD to customesfsation interesting differences
were found between the two ethnic groups. The Agjeup appreciated the good
English skills of the employees and relaxed and danematmosphere in the service
situation as opposed to dealing with “cold” profesals that they might encounter in
their own cultures. On the other hand they sometifelt they were treated differently
from other customers because of their ethnicity antcised the lower customer
orientation and serving of the customer’s needsttiey encountered in Finland. When
comparing these results to the Western group’soresgs it was interesting to notice
that the Western group’s opinions on the serviceewery much the opposite. They
thought they were often mistaken to be Finns andeweeated just as any other
customer or if their foreign background did comethey often reported getting extra
service for example because of language issusseihs that there is a different point of
view on Finnish customer service from the Asian aN@stern side. The Asian
customers were used to receiving more detailedicgeand more attention from the
customer service employees and thus found Finnistomer service to be missing an
element of customer centeredness. The Westernnsastowere rather often pleased
that they could get detailed service mainly becafisgenguage issues. This is not to say
that the Western customers did not encounter prudttie service situations. They did
as well and for those situations wished that theniSh customer service employees
would be more open and flexible towards their cots. The topic of customer

orientation also crosses over to and overlaps imir-role congruence. These results



83

show that when aiming for satisfactory intercultuzastomer service encounters it is
important to take into consideration the differeactkgrounds and expectations of the

foreign customers in comparison to the Finnishamusts.

When analysing interaction comfort in customer ®ervsituations many types of

positive employee behaviour was mentioned by thernwewees. The kindness and
friendliness of the Finnish customer service emgésy was often reported. Also
patience and giving detailed service when dealimty ¥oreign customers who do not

speak Finnish was appreciated. The employee’styahilispeak English and the fluent
flow of communication contributed to positive custr comfort. On the other hand, as
expected, lacking English skills of the employerdered the flow of the interaction

thus making some customers feel uncomfortable.d¥etp avoiding the customer, for

example by avoiding eye contact or not replyingpabften resulted in unsatisfactory
service. The use of humour in intercultural custoservice situations seemed to have
various results on how satisfactory the service weasceived. On one hand some
customers enjoyed joking and laughing together wWithemployee. On the other hand
some customers felt uncomfortable or even offendedhey thought the joke was
focused on them or their request. It seems thdhencase of interaction comfort the
needs of the foreign customers are very similabdsic customer service principles,
excluding language issues. Surely all customersnigh or foreign, would prefer

friendly service and attention from the employeattls appropriate to a customer
service encounter. Sadly, it was seen from the tiah these basic courtesies and
politeness were sometimes forgotten by the sereioployees. In the case of using
humour in intercultural customer service interacteaution would be advised based on
the results. As people from different cultures hdiféerent expectations about service

encounters, humour may be seen as inappropriaterbg.

In the case of inter-role congruence many intereesvin the Asian group reported
differences in the role of the employees to what/tvere accustomed to in their home
countries. However, the Western group did not yelating up IRC in the interviews.

The possible reason for this was already discussedapter 7.3.2. It was assumed that
the Western group had generally higher IRC and ddisiot find it relevant to mention

anything about the employee’s role. Therefore ityrha possible that the Asian and
Western groups had different expectations whearitecto the roles of the customer and

employee. Above the concept of customer orientati@s mentioned and it is also
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connected to findings in relation to IRC. Freedard &ust were often mentioned by the
Asian group interviewees. The employees allow thstamers to shop freely in a

relaxed atmosphere and trust the customers’ honesspopping related issues. The
interviewees had positive responses to these €iftas in the employee’s role.

However, the data shows that the freedom may ase had negative implications to it.
In some cases the freedom to shop in privacy anthencustomer’s own pace was
interpreted as a lack of service. The Asian grofignomentioned cases when they did
not receive enough service or the service theyivedewvas low in level. The phrase

“the customer is king” and similar ideas were maméid by customers in the Asian
group and it seemed that this idea does not appRirinish customer service. Here we
come back to customer orientation which was alreaéyntioned in the discussion of
the PCD results. Whereas the Western group didepatt many incidents in relation to

IRC, the Asian group often mentioned differencethamemployees’ role which referred
to low customer centeredness. Based on the resguttan be said that the Asian

customers were used to getting more service, ateanhd generally being more highly
regarded by the service employees in their homatces. This is a major aspect that
needs to be considered in intercultural service.tl#es customers’ expectations are
different, failure to meet those expectations iases the risk of low service satisfaction
for the customer. It is important for customer ssvemployees to be aware of this in
their work in order to be able to avoid and deahwaonflict situations better and in

order to deliver satisfactory service to differkimds of customers.

As mentioned in the analysis, intercultural compegediffers from the other concepts
in the framework in the sense that it is an abdity person which can change over time
with knowledge and experience. Service encountbeg tlisplayed ICC on the
customer’s and employee’s side were both analydedever, as this study focuses on
the point of view of the customer, most data iratieh to ICC was linked to the
customer. In the first analysis in chapters 6.8.4,1, 6.5.1 and 6.6.1 it was determined
that high ICC had a positive influence on inte@etcomfort and inter-role congruence.
Ultimately this led to a higher possibility of caster satisfaction despite possible
conflicts in the service situation. This was algscdssed in the second analysis in
chapter 7.4.1. In the data, high ICC on the cust@mgide meant the ability to
understand the cultural reasons why the servicerdaotion may not have gone as
smoothly as hoped. On the employee’s side, goiegetkiira mile in order to serve



85

foreign customers with unavoidable special neemlsexample in language issues, was

considered as high ICC behaviour.

Analysis chapters 6.3.2, 6.4.2, 6.5.2, 6.6.2 add discussed low ICC and its negative
connections to IC and IRC and ultimately to lowevdls of satisfaction. Low ICC on
the customer’s side was displayed as negative cosgpa of Finnish service to service
in their home country or in other foreign countriegshe cases of unsatisfactory service
outcomes. The main idea seemed to be that in othertries service is done in a better
way whereas the customers with high ICC did notessarily think of the different
service styles as good or bad but just differenivi@at they were used to because of
cultural reasons. It is important to notice herattthe data does not suggest that
customers with high or low ICC were always satifee unsatisfied with the service
they received respectively. High ICC was only nedico have a positive influence on
intercultural service situations, whereas the igfice of low ICC was negative. The
employees’ low ICC was visible in behaviour whiclhde the customer feel uneasy, for
example pointing out that the customer was somethfferent from others because of
nationality or ethnicity, or bringing up false aad/culturally or politically delicate
topics about the customer’s home country. It setfrasin the case of the employees,
low ICC manifested from lack of knowledge and latkexperience in serving foreign
customers. For example, different countries hafferéint conversation topics which are
delicate or even taboo because of cultural or hestbreasons. Bringing these topics up
in service situations which are unrelated may ustdedably make the customer feel
uncomfortable. In order to improve the ICC of enygles as well as customers, and
therefore also increase the possibilities for fattery service outcomes, intercultural
training and education is needed. The need foirttaecultural training of employees
was discussed earlier in chapter 3.5. This stugy aims to contribute to intercultural
customer service training and therefore a summaérthe results and the discussion
relating to the first research question, why wesgain intercultural service situations
perceived as satisfactory or unsatisfactory byiforecustomers in Finland, can be
found in appendix 3. The summarized results amgetad for managers and customer

service employees who serve an international dlenih Finland.
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8.3 Other findings and connections to other studies

During the analysis other observations were mad@efanalysed intercultural service
situations that did not directly have to do witle tlesearch questions of this study, but
may nonetheless be useful to service employeesitegrcultural situations. These
findings are also added to the summary aimed atowies service employees and
managers (appendix 3). Some findings also shaneithsities to results in other studies
besides the study by Sharma et al. (2009) that dispeissed in chapter 3 of this study.
These findings are pointed out below.

During the analysis it was noticed that customevsnfa different culture to ours may
have different requirements, needs and expectafmmsustomer service interaction.
The customer may be used to service that is moilessrinvolved, active, customer
oriented, personal and so on in comparison to metoservice they encounter in
Finland. It is important to notice that becausethidse different expectations in the
service or the behaviour of the service employeessipte conflicts and
misunderstandings may arise, as did in many ofettamples presented in chapter 7.
While intercultural service encounters seem to leeensusceptible to critical incidents
than service encounters between people with theesamitural backgrounds,
understanding possible reasons for conflicts mdy beth the employee and customer
in dealing with the situation. This was seen in #malysis in chapters 6.5 and 6.6 as
intercultural competence of the customer weakehedegative ties between perceived
cultural distance and interaction comfort as wallperceived cultural difference and
inter-role congruence. In practice interculturaingeetence may be displayed in service
situations in a number of ways. From the data & waticed that foreign customers may
require more help from the service employee becafse language barrier or
differences in the service style to what they aseduto. The interviewees were
generally pleased when a service employee wentéxitra mile” in order to help them.
Understanding difference and that the customertbex may not understand or may
misinterpret language, cultural norms or behavieeems to be an important part in

delivering satisfactory service to an intercultuwiintele.

The results of this study in relation to behaviatnich led to unsatisfactory service bear
resemblance to the results found by Barker andeHg004) when studying inequitable

service in intercultural service situations and skevice employee behaviours that lead
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the customers to think they were treated unfaBlynilarities include behaviour such as
lack of eye contact, not acknowledging the custésmanesence, pretending to be busy
and not wanting to go “the extra mile” in servinghelping the customer (Barker and
Hartel 2004: 7). The study by Barker and Hartelo@0Owas discussed in further detail
in chapter 3.3.1.

An interesting connecting point was also foundhte article by Tiittula (2005) that was
discussed in chapter 2.2. Tiittula (2005: 134) ekmd that participants who
communicate through a lingua franca that is noivaato either create a cooperative
communication style which often leads to successfiitomes. It was inferred that non-
native lingua franca speakers may have more su@cessmmunication than if one of
the participants was a native speaker. Findingdasi to this were also noticed in the
data of this study. In the case of this study thgua franca being English, non-native
English speakers often praised the English skiflsservice employees in Finland
whereas native speakers of English complained daoguage barriers more than any
other problems in service encounters. However, thisiot to say that non-native
English speakers did not complain about languageiebs and communication

problems. Language issues in relation to this wleseussed in chapter 6.1.1.

8.4 The limitations of the current study and suggemns for future studies

Some limitations of this study were already disedss chapter 8.1.2 when evaluating
the ICSE conceptual framework and its applicabtlityurther studies. Other limitations

regarding the whole study are discussed here.

During the analysis it was noticed that the gatthetata was lacking in some respects
resulting in analysis that was missing some pdriaformation. These situations were
discussed in chapters 6.1.2, 6.2.2 and 7.3.2. Agldita was insufficient in some cases,
a follow-up interview or questionnaire sent to theerviewees might have helped in
answering some unanswered questions that came the ianalysis. However, in the
case of this study a follow-up was not possibleabse of limitations in time and
location issues. The interviews were conducted ate Ispring and most of the

interviewees had already left Finland by the tilme &analysis procedures were started.
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It is also important to notice the subjective fastthat enter into the data and analysis.
Firstly, the interview data was based on subjeatixgeriences of the interviewees and
was predisposed to the communicational style ofitiberviewees. For example, in
some cases it was thought by the interviewer ti&irtterviewee’s politeness may have
affected the answers given. Secondly, the analgbése data are based on subjective
interpretations, which was also pointed out by Btaaet al. (2009: 237) in the original
study using the ICSE conceptual framework. The gmty of some framework
concepts, which were already discussed in chapteR,8also created a need for
subjective interpretations in relation to the fravoek.

Also, it is very important to point out that altighuin the analysis procedures of this
study the interviewees were sometimes separated gmdups according to ethnic
backgrounds, this study does not suggest that altévn or East-Asian people would
have the same opinions or behave similarly in auiéural service encounters. Each
culture is different and a cultural group consistandividual people with their own
individual opinions, values and norms. It was deditio group the interviewees based
on ethnicity in this study because of similar tamdes and patterns that were noticed
between interviewees whose cultural background senilar either geographically or

historically.

Considering further research, it was found in thigdy that the ICSE conceptual
framework provides a systematic way of organizimgearch data and gives an
interesting view point to the studied topic. Furtdevelopment of the framework and
especially the definitions of the concepts wouldndi# the framework and its
applicability to other studies. The framework wowaido benefit from further studies

testing it in different kinds of research settings.

Because of the fairly small amount of existing stadthere is a need for further studies
in the field of intercultural customer service imland. Furthermore, several studies
discussed in chapter 3 expressed the need focittgral training for employees. This

study also recognizes the complexity of intercaltservice encounters and the benefits
training might offer to service providers. Therefdhe need for studies in developing
practical guidelines and theories for interculturaining is also expressed here. Also
more research may be needed in order to make sgmawiders aware of the need for

and importance of intercultural training for seeviemployees.
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APPENDIX 1
INTERVIEW QUESTIONS

Background information

-Age

-Tell me about your cultural background: Where yya from? Where are your parents
from?

-Have you lived/travelled extensively in other ctries before coming to Finland?
-What do you study at University?

-Where do you study in Finland at the moment?

Main body of the interview

Language skills:
-What languages do you speak? How long have yaliestuhem?
-What languages do you use to communicate in Fafflan

Experiences of staying in Finland:

-How long have you stayed in Finland? When did pegin your student exchange?
Have you been in Finland before?

-How has your stay been in Finland?

-Compared to your own culture, what similaritiesl alfferences have you experienced
in Finnish culture?

Experience of service situations:
-What is your overall impression of customer sexvic Finland? Why?
(e.g. good, bad, neutral, similar to your own cognt

-Tell me about specific service situations that y@ve personally encountered during
your stay in Finland. Please give an example ofi lzohegative and a positive service
situation.

X General:
-What kind of service situation was it?
-How often have similar situations occurred?
-Tell me about the person serving you. (e.g. ag®, personality, appearance,
nationality)
-How did the service situation differ from similsituations in your own country or
was it very similar? Did the employee behave défety from what you are used to?
Did you as a customer behave differently than yould/in your own country?
o Feelings/impressions:
-What kind of impression did you get of the emplefgervice situation?
-What kind of impression do you think the employeel of you?
-What did you think of the service situation? (efgnny, efficient, pleasant,
difficult) Why?
-How did you feel in the service situation? Why?
-Please give a concrete example of what you lilkled hot like in the service
situation.
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<> Language:

-What language did you wuse? Why? What about the |smee?
-Did you understand each other?

-Do you remember anything particular about theaustr servant's body language?
(e.g. hand movements, posture, overall appearance)

X Results:

-Where you satisfied with the service? Why?

-In case of problems, why do you think they ocadiPre

-What do you think would have made the service nsaceessful?

Questions targeted at specific themes:

1. Intercultural competence (ICC)

-How long have you stayed in Finland?

-How has your stay been in Finland?

-How does the Finnish culture and how do the Fimpisople seem to you?

-Tell me about your background: Where are you fraifiiere are your parents from?
-Have you lived/travelled in other countries befooening to Finland?

2. Perceived cultural distance (PCD)

-What was your first impression of the employee/isersituation?

-How did the service situation differ from similsituations in your own country?
-How did you feel in the service situation? Why?

-What kind of impression do you think the employeel of you?

3. Interaction comfort (IC)
-How did you feel in the service situation? Why?

4. Inter-role congruence (IRC)

-How did the service situation differ from similsituations in your own country?
-Did the employee behave differently from what yoe used to?

-Did you behave differently than you would in yawn country?

5. Satisfaction (SAT)
-Were you satisfied with the service? Why?
-What do you think would have made the service nsaceessful?
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TRANSCRIPTION KEY

()

()

(?)

((laugh))

(service people)

oh

where are you from
easier

quite a lot-

=yeah

*k%

96

pause
longer pause
unclear utterance
action
transcriber's comment / clarifmat
loud voice
animated voice
emphasized
cut sentence
immediately follows previous speech turn

part of transcription cut out
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APPENDIX 3

FOR  SATISFACTORY INTERCULTURAL SERVICE OUTCOMES:
SUMMARY OF RESULTS FOR WORKPLACE USE

The purpose of this summary is to offer advice atistactory intercultural service
based on the findings of this study for managerd amployees of offices and
companies with international clientele. This sumynaims to present answers to the
study’s research question 1: why were certain ¢otéural service situations perceived
as satisfactory or unsatisfactory by foreign custsrin Finland? It is hoped that the
findings of this study help prompt intercultural &eness at workplaces and give useful
hands-on tips in dealing with intercultural custose

The main points of the findings have been simplifead explicated below in order to
accommodate the needs of the target group and ke i@ results easily digestible.
The findings have been categorised into 4 sectamt®rding to the framework and
analysis procedure used in the study. The anatysisepts related to each section can
be found in brackets next to the topic headings.rfore information on the analysis
and results of each section please see the maindidde study.

It is important to note that this study was condddrom the point of view of the needs
and wants of intercultural customers in Finlande Tpoint of view of the service

employees was not discussed in the study. The studyalitative, meaning that the
findings and the points given below are not basedhe quantity of answers given by
respondents but on reports and wishes given byhig case 10, individual foreign

customers in Finland. The most important findingsoading to the respondents are
presented below.

Cultural differences in interaction (Perceived cultural distance, PCD)

= Many customers praised the humane and friendly spimre in customer
service encounters in Finland.

= Foreign language abilities (English) are very muagpreciated by foreign
customers as many of them are unable to commurnic&ianish.

= Foreign customers may have different requiremeaotssérvice, because they
may be used to getting more/less service in thaindrcountry.

= Service situations may be conducted very diffegeintithe home country of the
foreign customer. Because of this the customer negyire more attention,
explanation, time and patience from the employes. important to understand
that a foreign customer may have special needslamald not be considered the
same as other Finnish customers who are more &amilth the culture, society,
service procedures and the Finnish language.

= In this study it was noticed that foreign customfeosn Western countries were
more familiar with the service style in Finland theustomers from East-Asian
countries.

» The customers wished for more customer orientatienmore consideration to
the customers’ needs, wants and feelings, on thdogee’s part. The service
culture in Finland was often seen to be very emgxogriented. Because of this
many customers felt like they were not getting adée service or were not
served properly by the employees.

= Some customers may feel discriminated againstey thre treated differently
from other customers because of their nationality.
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For comfortable intercultural service encounters (hteraction comfort, IC)

Employee attributes such as kindness, friendlinespfulness and patience help
the customer to feel more comfortable in the serinteraction.

Humour should be used cautiously in intercultuelviee situations. In some
cultures humour is not a part of service interaxdi@nd there is a risk of
misunderstandings because of cultural differences.

Fluent communication contributes to comfort in sgvencounters. Employee
skills in foreign languages often promote this.

Detailed information of the product or service n@p in customer satisfaction.

Avoidance makes customers feel uncomfortable. Aamie includes employee
behaviour such as not making eye contact with thetoener, not replying or

generally avoiding serving the foreign customer.

It was also found that slow or unsure service makerthe customer doubt the
professional skills of the employee.

The roles of the employees and customers (Inter-micongruence, IRC)

In this study, especially East-Asian customers {Vestern customers) reported
that the employee’s role in Finland is differemnfr what they are used to in
their home country. This means that intercultutetomers may expect different
behaviour from the employee as a starting point.

The freedom and trust given to customers was aggpeec This means for
example, letting the customer take their time topshvithout continuously
encouraging them to buy products. This makes tlopmhg experience easier
for the customer.

However, freedom of the customer should not berpnéted as the absence of
service. It is important that the service employgesasily accessible to the
customer when help is needed.

The customers hoped that employees in Finland wd@dmore attentive
towards customers and strive more for customesfaation.

Intercultural competence in service situations (Inércultural competence, ICC)

Intercultural competence has been explained inipteltvays. In short it can be
described as the ability to communicate approgyiateintercultural encounters.
In the study in was found that intercultural congoee was strongly related to
the satisfactory outcome of the service encounters.

For the employee interculturally competent behavican mean for example
recognizing that the foreign customer may requxaeservice and going the
“extra mile” in order to satisfy the customer’s dse

Intercultural competence is also about understandifierence. Understanding
that the customer does not necessarily understamdanguage, culture and
behaviours that are connected to customer semiEeland.

It is important to realize that some discussiondepnay be taboo or may be
considered differently in the foreign customer’srtecountry than in Finland.
For example, politics, history and financial issuesy be topics like this. If it is
necessary for the service to discuss topics that lmeaconsidered difficult for
the customer, discretion on the employee’s side Ineayeeded.

Intercultural competence of the customer also &ffélte service encounter. A
customer with higher intercultural competence mayehmore information and
experience of the service culture in Finland anthésefore able to adapt better
to the service situation.
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= However, foreign customers may not have much in&tion or experience of
the service culture in Finland. This is why consadi®en on the employees’ side
is important in order for the service outcome tesbecessful and satisfactory for

the customer.



