more capable of responding to the unexpected. Other HRM research recognize the importance of
flexibility. As it was stated earlier, Ghanaian MNEs are in the business of providing customized

customer service. The staff must be prepared for any socio-cultural encounter.

Section 6.3: Making Cultural Changes in the Workplace

It is important to note that the high cost nature of the knowledge transfer practices (like
allowing staff to taste test drink and food items on the MNE menu) may prove to be too much for
the likes of large MNE hotels. However, it is also worth noting that there are still significant
cultural habits managers can alter amongst themselves to improve workplace conditions for
workers. The born-global enterprises from my data were invested in knowledge transfer for their
staff of 50 or less employees. The large hotels, however, average around 300 employees.
Understandably, Ghanaian MNE hotels cannot follow in the exact same footsteps as the smaller
born-global enterprises. Nevertheless, per the discussion in chapters four and five, there is still a
variety of things even large Ghanaian MNESs can begin to do, that does not involve financial
investment. Chapter four established that managers ought to be trustworthy leaders who respect
and value their workers. Bloom et al. (2012), in chapter five, emphasized that management also
ought to set attainable goals and establish a system that can measure and reward performance. In
large part, these are behavioral corrections that demands operational changes from managers
with no financial burden. The goal of the discussion in this dissertation is to alter workplace
conditions to better enable Ghanaian staff to provide international customer service. It a
worthwhile for Ghanaian MNE owners and upper management to start with achieve such a goal

IS to better train their managers.
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It must be noted that the challenges management who seek to provide global standard of
customer service face, are significant. Bloom et al. (2012) identified that the advances in
technology and information gathering is a major reason why SHRM tactics are more easily
adapted in the present day than in past. The technology (and other similar resources) is still a
persistence in Ghana today. This makes information gathering complicated for those in the
service and hospitality industry, ranging from the individual organizational level, to institutional,
and even on the national level (GTA 2012). At the end of the day, there are limited options
available to a manager to implement SHRM within the workplace, and the options are likely to
be costly.

Despite these limitation, | see a large degree of the persistence of unsatisfactory working
conditions for the Ghanaian MNE employees, is due to lack of awareness. Ghanaian
management and owners do not grasp the degree to which the job they are asking their Ghanaian
employee to do is complex. It is unlikely that the organizational culture that impacts the
employees’ satisfaction with the workplace will develop if the awareness of its needs does not
surface within the MNEs. | hope some of the questions | raised during my time in the field, and
this study and others like it can help managers take steps towards raising their awareness of the
role cultural differences is adding to the complexity of an already laborious work.

Improving the workplace behavior and performance of management within the Ghanaian
workplace will likely have positive ripple effect among the behavior and performance of the
staff. It is true that from my interviews with employees, they requested for monetary gains like
increase in salary and yearly bonuses. However, a considerable number of staff members asked
for behavioral changes from management either in place of or in addition to the monetary

requests. These changes will not be easily conjured though. In chapter five, | indicated that
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managements’ behavioral challenges, like staff’s behavioral challenges, are rooted in Ghanaian
cultural norms. This presents an opportunity for large Ghanaian MNEs however. Even if MNES
are not in the position to train all of their staff through the costly knowledge transfer tactics, it
may still be worth focusing solely on the managerial staff. It is an opportunity for employers to
positively impact the workplace at a lower cost. In the end, Ghanaian MNEs, small or large, must
recognize that in the Ghanaian MNE context, significant effort of some form must be made to
bridge the gap between the Ghanaian and global organizational cultural practices.

In a globalizing world, multiple cultures are frequently intersecting within the workplace.
The call to be more diverse is being echoed in many institutions, and not just MNEs. The global
culture is a perfect presentation of this new world perspective, as it values: free choice, free
market, individualism, low power distance and diversity. However, what is being left out of the
conversation is the understanding that it takes more than just stating values and setting policy.
An individual from culture A cannot produce the customer service or cultural practices of culture
B effortlessly. It requires SHRM tactics to creating the right environment to facilitate that
transition. Additionally, individuals from culture A will neither be motivated to engage in the
learning and nor willing to exert the effort needed to successfully engage in the cultural and
emotional work needed to provide culture B customer service. Managers should learn how to
create strong positive organizational culture using SHRM tactics. Diversity and multi-culturalism

is about more than policy, it requires attention and investment.
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APPENDIX A

Employee Interviews

Observations of the Workplace

Tell me about when you first started working here? What were some of your initial impressions
about working at the hotel?

How did it compare to the past places you have worked?
How does the management structure here compare to management structure at your past
jobs?

What would you say have been defining moments? Was the transition to being an employee here
difficult? Why or why not?

What aspects of working here do you see as unique to the international workplace? What skills
have learned (or relied on) that you didn’t expect?
Does the hotel detail how employees should relate to or interact with customers? If yes,
how so? If no, why not?

What part of the services you provide to customers would you say the hotel is most proud of? Why
is that?
Which area is most profitable (room, food, or other)?

What would you say are some of the biggest reasons the hotel joined a franchise?

What is the most difficult aspect of trying to meet the international standard in Ghana? ...is it
working with other local organizations?

Observations of Employees

Could you tell me about the hiring and orientation procedure for new employees? What kinds of
information do managers focus on?
How would you describe employee turnover here? Which type of employee do you feel
stick around for longest time?

If you know: What government policies, if any, affect how you structure the workplace (payment,
hours, hiring, firing, etc.)

What does the rebranding/new star status efforts of this hotel mean to you and your co-workers?

Are you guys learning new international standards to provide service for customers? Or is it just
re-using different parts of Ghanaian culture?
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Would you say you know your co-workers/manager personally, outside of working-hours context?
Or vice versa? Would you like them to?

How does that impact your working relationship with them, if at all?
In what ways do you think your workplace has let you (workplace has let employees) down? And
in those instances, what have the workplace done to mend the relationship?

What value does the workplace place on a positive relationship between employee and
employer?

Observations About Yourself and the Workplace
Describe yourself: “T am...... ” has it/will it change (d)... when and why
Do you feel your workplace has your interests and well-being in mind? Why or why not?

How has working here impacted other parts of your life (like at home or with your friends)?
Is this different from the impact of past work experiences? Why or why not?

What is the daily transition from home to work like? When do you finally feel like you are at
work? At the end of the day, how do you transition from work to home?

In general, are you satisfied with the experiences you have had on this job?
I hear “it ain’t easy” a lot. If you had to rephrase it, what else would you say?

To you, what does it mean to be Ghanaian? Do you describe yourself as having a Ghanaian
lifestyle? Why?

What do you think of other employees here? What does it mean to them to be Ghanaian? Do they
have a Ghanaian life style?

What about the patrons who come to stay at the hotel, do they understand what it means to be
Ghanaian? How do their life styles differ from Ghanaians, if at all?

If given a chance to improve your workplace how would you do it? Or if you were asked to create
a new workplace at a new job?
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APPENDIX B
Managers

Observations of the Workplace

Tell me about when you first started working here? What were some of your initial impressions
about working at the hotel?

How did it compare to the past places you have worked?
How does the management structure here compare to management structure at your past
jobs?

What would you say have been defining moments? Was the transition to being an employee here
difficult? Why or why not?

What aspects of working here do you see as unique to the international workplace? What skills
have learned (or relied on) that you didn’t expect?
Does the hotel detail how employees should relate to or interact with customers? If yes,
how so? If no, why not?
Does the hotel detail how supervisors or other managers should relate or interact with other
staff?

What part of the services you provide to customers would you say the hotel is most proud of? Why
is that?

Which area is most profitable (room, food, other?)

Would you describe your services here more tailored to British or U.S. customers? Why?

What would you say are some of the biggest reasons the hotel joined a franchise?

What is the most difficult aspect of trying to meet the international standard in Ghana? ...is it
working with other local organizations?

Observations of Employees

Could you tell me about the hiring and orientation procedure for new employees? What kinds of
information do you like to focus on?
How would you describe employee turnover here? Which type of employee do you feel
stick around for longest time?

For HR: What government policies, if any, affect how you structure the workplace (payment,
hours, hiring, firing, etc.)

What does the rebranding/new star status efforts of this hotel mean to you? What does it mean to
your staff?
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Are workers learning new international standards to provide service for customers? Or is it just re-
using different parts of Ghanaian culture?

Would you say you know your worker/manager personally, outside of working-hours context? Or
vice versa? Would you like them to? How does that impact your working relationship with them,
if at all?

In what ways do you think your workplace has let you (workplace has let employees) down? And
in those instances, what have the workplace done to mend the relationship?

What value does the workplace place on a positive relationship between employee and
employer?

Observations About Yourself and the Workplace
Describe yourself: “I am...... ” has it/will it change (d)... when and why
Do you feel your workplace has your interests and well-being in mind? Why or why not?

How has working here impacted other parts of your life (like at home or with your friends)? Is this
different from the impact of past work experiences? Why or why not?

What is the daily transition from home to work like? When do you finally feel like you are at
work? At the end of the day, how do you transition from work to home?

In general, are you satisfied with the experiences you have had on this job?
| hear “it ain’t easy” a lot. If you had to rephrase it, what else would you say?

To you, what does it mean to be Ghanaian? Do you describe yourself as having a Ghanaian
lifestyle? Why?

What do you think of other hotel employees? What does it mean to them to be Ghanaian? Do they
have a Ghanaian life style?

What about the patrons who come to stay at the hotel, do they understand what it means to be
Ghanaian? How do their life styles differ from Ghanaians, if at all?

If given a chance to improve your workplace how would you do it? Or if you were asked to create
a new workplace at a new job?

177



APPENDIX C

Employees

Observations of the Workplace

Tell me about when you first started working here? What were some of your initial impressions
about working here?

How did it compare to the past places you have worked?
How does the management structure here compare to management structure at your past
jobs?

What would you say have been defining moments? Was the transition to being an employee here
difficult? Why or why not?

What aspects of working here do you see as unique to this work? What skills have learned (or
relied on) that you didn’t expect?
Does the workplace detail how employees should relate to or interact with customers? If
yes, how so? If no, why not?

What part of the services you provide to customers would you say your workplace is most proud
of? Why is that?
Which area is most profitable?

What is the most difficult aspect of trying to provide great customer service in Ghana? ...is it
working with other local organizations?

Observations of Employees

Could you tell me about the hiring and orientation procedure for new employees? What kinds of
information do you like to focus on?
How would you describe employee turnover here? Which type of employee do you feel
stick around for longest time?

Have you seen changes/renovations to the workplace since starting here? What do the changes
mean to you and your co-workers?

Are you guys learning standards to provide service for customers? Or is it just re-using different
parts of Ghanaian culture?

Would you say you know your worker/manager personally, outside of working-hours context? Or

vice versa? Would you like them to? How does that impact your working relationship with them,
if at all?
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In what ways do you think your workplace has let you (workplace has let employees) down? And
in those instances, what have the workplace done to mend the relationship?
What value does the workplace place on a positive relationship between employee and
employer?

Observations About Yourself and the Workplace
Describe yourself: “I am...... ” has it/will it change (d)... when and why
Do you feel your workplace has your interests and well-being in mind? Why or why not?

How has working here impacted other parts of your life (like at home or with your friends)?
Is this different from the impact of past work experiences? Why or why not?

What is the daily transition from home to work like? When do you finally feel like you are at
work? At the end of the day, how do you transition from work to home?

In general, are you satisfied with the experiences you have had on this job?

To you, what does it mean to be Ghanaian? Do you describe yourself as having a Ghanaian
lifestyle? Why?

What do you think of other employees here? What does it mean to them to be Ghanaian? Do they
have a Ghanaian life style?

What about the patrons who come here, do they understand what it means to be Ghanaian? How
do their life styles differ from Ghanaians, if at all?

If given a chance to improve your workplace how would you do it? Or if you were asked to create
a new workplace at a new job?

179



APPENDIX D
The New Brand Standard Compliant

The following points are the list of things that we have to be compliant with as specified by the
New Brand Standard and are with those in-charge:

. The [Parent-Company] Green Engage - Stephen

. Human Right — [HR]

. External Privacy Statement - Ewuradjoa and Andrew

. Staff Washroom - Paul and Stephen

. Priority Check - Ewuradjoa

. External Facade - Stephen

. Facial Tissue - Richard

. Scheduled Deep Cleaning - Richard

. Laundry Bags - Richard

10. Mini Bar Minimum - Nan B.

11. Glass Not Permitted in Breakfast Nana B.

12. Review on Conferences and Meetings Organized in the Hotel- Nana B.
13. Disinfectants for Guest Use - Ewuradjoa, Richard and Stephen
14. Business Services - Ewuradjoa

15.Food Audit - Bransford, Nana B. and Ewuradjoa

O©Ooo~NOoO ol wWwN -
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Appendix E. 1: Values Mural

Open

Innovative

Young at heart

Service minded

Revenue & profit oriented

Environmentally conscious

Respectful

Appendix E. 2: Hotel A Front
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Appendix E. 5: Hotel B Lobby

Appendix E. 6: Hotel B Inside
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Appendix E. 7: Hotel B Hall

Appendix E. 8a: Local Décor Painting One
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Appendix E. 8b: Local Décor Painting Two

Appendix E. 8c: Local Décor Painting Three
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Appendix E. 8d: Local Décor Painting Four
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