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ABSTRACT   

The objective of this study is to study the cultural dimension factors related to service 

management for Middle Eastern tourists of tourism business in Thailand the sample group in this 

study was entrepreneurs of inbound tourism business. The sample group in this research is 

entrepreneurs entered in a total of 305 people. The instrument used in this research was a five-level 

rating estimation questionnaire. Statistics are used in the test were mean and standard deviation. The 

results of the research showed that the cultural dimension factor in the overview is at a high level. 

Considering each aspect in ascending order, it was found that the dimension of emotional expression 

was followed by the dimension of long-term focus and the dimension of uncertainty avoidance is at a 

high level respectively. When analyzing the relationships of cultural dimensions, it was found that the 

avoidance dimensions of uncertainty dimension to see long-term results and the dimension of 

emotional expression is related to service management for Middle Eastern tourists of tourism 

businesses in Thailand. 

Keywords: Cultural Differences Factors, Service Management, Tourism Business 

  
1. Introduction   

2.1 Significance of Research   
Culture is a common way of life for humans in a particular environment. The culture in 

each place is diverse and different according to the living environment. This common culture or way 

of life, aside from for the sake of livelihood or for survival is still living well-being until it is 

customary and the spiritual dimension from mutual belief in the realization of the values of the 

environment that they rely on. Culture is therefore learned and passed on from one generation to 

another. Culture accepted by people in other societies and adjusting the culture to be compatible with 

people of different societies. (Chansiriboonmee Chaiwat, 2013). 

Cultural dimensions and service management appropriate for tourists the tourism business 

operators in Thailand can adapt to the cultural diversity of tourists coming from the Middle East. In 

this regard, the researcher is interested in studying cultural dimension factors related to service 

management for Middle Eastern tourists of tourism business in Thailand. 

2.2 Objective of Research   
This study aims to cultural differences factors related to service management of tourist 

from Middle East of travel business in Thailand. The detail objectives are: 

(1) To study the perception of differences in cultural dimensions of tourism business 

operators in Thailand. 

(2) To service management for Middle Eastern tourists in tourism business in Thailand. 
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2.3 Hypothesis of Research   
This study aims to cultural differences factors related to service management of tourist 

from Middle East of travel business in Thailand. The detail objectives are: 

(1) Perceptions of cultural differences in tourism business operators in Thailand at a high 

level. 

(2) Opinions on service management for Middle Eastern tourists of tourism business in 

Thailand at a high level. 

 

2.  Literature Review 

  Concepts and theories about cultural dimensions   
Culture of Geert Hofstede Cultural education under the education framework of Hofstede, G. 

(2011 and 2005) classifies the cultural characteristics into various dimensions according to the 

definition of culture, which refers to forms, methods, thinking, feelings, and responses of groups of 

people which can show important basic cultural characteristics in each of the 5 dimensions are. 
1) Power distance means the extent to which members in organizations with less power 

expect and accept unequal decentralization in an organization that has a disparity of high power. The 

supervisor will be the sole decision maker-controlled work close and strict command, but an 

organization with little inequality members in the organization has similar rights. In each person is 

highly independent. Decisions are often made between supervisors and subordinates. 

2) Individual and individualism dimensions (Individualism and Collectivism) an 

individualistic society means a society that has loose personal ties. Everyone will focus on their 

thoughts and actions more than their interests in the group. Each individual's interests are above the 

interests of the group as for the popular society people in society are bound together and attach 

importance to group decisions. Being honest and loyal to each other, providing care to each other 

family resembling. 

3) The dimension of masculinity and femininity (Masculinity and Femininity) means the 

characteristics that accept the male characteristics of aggression and competition. Giving importance 

to money and goods and success in work. It is a society that clearly separates the roles of men and 

women. There are duties specifically reserved for men. While female characteristics give importance 

to the quality of life Politeness Sympathy Relationships with others, polite, gentle and pay more 

attention to the quality of life. 

4) Uncertainty Avoidance means the level in which members of a culture are threatened by an 

uncertain situation. Causing uncertainty avoidance behavior and reflected in the decision form 

organizations that have the characteristics of avoiding high uncertainty are created a lot of rules and 

regulations for members to follow causing high stress and various decisions will use the group 

resolution as the primary or step as for the nature of the low uncertainty avoidance. There will be an 

organization structure that is not complicated. Make bold decisions that face risks. There is little work 

stress accept different opinions and highly creative do not like formal regulations, have low anxiety 

like relaxation etc. 

5) Long-term orientation dimension means the level of long-term focus the higher the level of 

perseverance and persistence obedience to a less powerful person will make the role of management 

even more important, economical, thrifty, and more investment and the obligation to make each other 

a big deal as for the level of focus on short-term goals Will make people without originality not trying 

to take risks and not changing yourself too much respect and respect for traditions can either prevent 

new ideas or refuse to accept new technology about products and services. Compensation in society 
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with greetings, love and gifts is expressed by emphasizing good manners in society rather than 

competence. 

In addition, Baron, (Baron, 1989: 304) states that the emotional dimension is another 

dimension that affects the quality of service because each day, people will have many different 

emotions may be contentment, anger, cheerfulness, pain, and disappointment all the time as a person. 

Being in a situation a person is subjected to stimulus and their experience, causing their mood to 

change. In which these emotions will influence a person's behavior. 

 

3.   Methods   

The population used in this research are tourism operators (Inbound), Asian and Middle East 

groups in Bangkok, 1,300 people organized tourism Inbound tourism is the journey of a person who 

does not have a permanent residence in that country from the Thai Tourism Business Association. 

The sample group used in this research was 305 inbound tourism business operators. The 

sample size was determined by Yamani's (1973) calculation formula at the expected value. 5 (e = .05). 

The instrument used in this research was a questionnaire which was constructed by 

researching relevant theories to determine the structure of the questionnaire, including questions about 

6 cultural dimensions and questions about service management for Middle Eastern tourists of 10 types 

of tourism businesses in Thailand look like a 5-level rating scale questionnaire. Most agree, moderate, 

agree slightly and agree least according to the likert scales measure, the reliability is 0.80. (Srisa-ard 

Boonchom. 2002). 

Data were collected from 2 sources which are. 

1) Primary data: data collection using a questionnaire (Questionnaires) 305 sets. 

2) Secondary data study data from relevant research documents. This has been researched 

and collected from government and private agencies, including various theories related. 

Data analysis 6 dimensions of cultural dimension and service management for Middle Eastern 

tourists of tourism business in Thailand in 10 aspects. Statistics are used only descriptive statistic.  
 

4.  Results and Discussion   

4.1 Perception of cultural differences among tourism operators in Thailand. 

Dimension factor for power inequality overall and each aspect is at a high level. Ranking in 

descending order of the top three, it was found that the company organized the service system to suit the 

different power differences of tourists in each country. Employees in the company can build relationships 

with tourists from each country and the company understands the dimensions of the power of tourists in 

each country ranked at the high level respectively. 

Individual and individual dimension dimensions overall and each aspect is at a high level. 

When ranked in descending order of the top three, it was found that employees in the organization 

were able to arrange the service system to suit tourists with appropriate personal and group 

dimensions. Employees of the company can understand the services of tourists with a personal 

dimension to understand and the company understands that the cultural dimensions of tourists are 

different for individuals and groups ranked at the high level respectively. 

Dimension factors, male and female characteristics overall and each aspect is at a high 

level. When ranked in descending order of the top three, it was found that company employees were 

able to arrange services for tourists with cultural dimensions that provided equality for men and 

women. Company employees can arrange services for tourists with cultural dimensions that value 

men and the company organized the service system for tourists according to the dimension system of 

importance between men and women ranked at the high level respectively. 
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Dimensional factors to avoid uncertainty overall and each aspect is at a high level. When 

ranked in descending order of the top three, it was found that the staff were able to provide services 

appropriately for tourists with cultural differences in avoiding uncertainty. The company can provide 

a service system suitable for tourists with cultural differences in the avoidance of uncertainty and the 

company understands about the dimension to avoid the uncertainty of foreign tourists ranked at the 

high level respectively. 

Dimension factors aiming for long-term results overall and each aspect are at a high level. 

When ranked in descending order of the top three, it was found that the staff were able to provide 

services appropriately for tourists with cultural differences in terms of dimension, long-term results. 

The company understands about the dimension of long-term results of foreign tourists and the 

company can provide a service system suitable for tourists with cultural differences in terms of long-

term results ranked at the high level respectively. 

Emotional expression overall and each aspect is at a high level. When sorting in 

descending order of the top three, it was found that the company had an understanding of foreign 

tourists' emotional dimension. The company is able to provide a service system suitable for tourists 

with cultural differences in terms of emotional expression and the staff are able to provide services 

appropriately for tourists with cultural differences in terms of emotional expression Ranked at the 

high level respectively. 

In conclusion, the perception of cultural dimension in all aspects in overall is at a high level. 

Considering each aspect in ascending order, it was found that the dimension of emotional expression 

dimension to see long-term results and the dimension to avoid uncertainty at a high level, respectively, and 

finally, the dimensions of individual and group differences at a high-level details as in Table 1. 

 

Table 1:  Mean and standard deviation of opinions on perception of cultural dimensions in all 

aspects. 

Cultural dimension awareness �  S.D. Interpret 
1. Dimension of power differences 4.16 0.42 very 

2. Dimension of individual and group differences 4.13 0.47 very 

3. Dimension of emphasis between men and women 4.18 0.38 very 

4. Uncertainty avoidance dimension 4.25 0.50 very 

5. Dimension to see long-term results 4.26 0.47 very 

6. Emotional expression 4.31 0.51 very 

Total 4.22 0.29 very 
   

4.2 Service management for middle Eastern tourists in tourism business in Thailand. Service 

access in overall, at a high level when considering the issues in ascending order, it is found that the 

staff has recommended tourist attractions and can provide good information suitable for tourists from 

the country able to provide tourist attractions with relaxing seats suitable for tourists from different 

countries have employees able to provide service systems for customers in each country to access and 

the employees have personality, dress code, and order that enhance the good image to the organization 

ranked at the high level respectively. 

Communication in overall, at a high level when considering the issues in ascending order, 

it was found that the company was able to advertise tourist destinations via the internet suitable for 

foreign tourists. The company makes brochures and brochures to recommend places to give to tourists 
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appropriately with culture and staff in the company can use foreign language to communicate clearly 

with tourists ranked at the high level respectively. 

Performance was at a high level. When considering the issues in ascending order, it was found that 

the company provided a good atmosphere and environment suitable for tourism and rest suitable for tourists in 

each country. The company is able to find quality tourist attractions that make tourists the most impressive and a 

company providing tourist attractions and accommodation near convenient community locations ranked at the 

high level respectively. 

Goodwill in overall, at a high level when considering the issues in ascending order, it is 

found that tourists are well looked after and cared for by the staff of the company. The staff can give 

advice and give information about tourist attractions as well and the staff can answer questions that 

tourists need to know very well ranked at the high level respectively. 

Reliability in overall, at a high level when considering the issues in ascending order, it 

was found that the staff provided the correct services to meet the needs of tourists from the country 

and the staff organizing the service system makes the tourists reliable at a high level. 

Fiduciary in overall, at a high level considering the sequence of issues in descending 

order, it is found that when tourists have problems while traveling, staff can always help tourists and 

tourists were impressed with the services provided by the company at a high level. 

Security in overall, at a high level when considering the issues in ascending order, it is 

found that tourists receive good services, are convenient, safe and fast. Accommodation selection 

companies are safe for tourists and the tourist attraction supply company is safe for tourists ranked at 

the high level respectively. 

Responding to customers in overall, at a high level when considering the issues in 

ascending order, it is found that tourists are always provided with their needs. Staff are willing to 

work and serve tourists all the time and the staff are ready and willing to provide services to tourists 

continuously ranked at the high level respectively. 

Concrete aspects of the service in overall, at a high level when considering the issues in 

ascending order, it is found that the tourist attractions have attractive designs, are strange and suitable 

for foreign tourists. The tourist places are well taken care and kept clean and the company coordinated 

with tourist attractions to have beautifully decorated places and services ranked at the high level 

respectively. 

Customer awareness and understanding in overall, at a high level when considering the 

issues in ascending order, it was found that the staff were able to answer questions for tourists who 

would like to know very well. Tourists are well cared for and attentive by the staff and the staff are 

able to understand the needs of tourists in each country at a high level respectively. 

In conclusion, the service management for Middle Eastern tourists in tourism business in 

Thailand overall, all aspects in the overview are at a high level. When considering in descending order, it 

was found that the performance, reliability in customer perception and understanding and for the 

friendliness is at a high level in order of detail as in Table 2. 
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Table 2:  Mean and standard deviation of opinions on service management for Middle Eastern 

tourists of tourism businesses in Thailand 

Service Management for Middle Eastern Tourists in 
Tourism Business in Thailand 

�  S.D. Interpret 

1. Service access 4.26 0.50 very 

2. Communication 4.25 0.50 very 

3. Performance 4.37 0.51 very 

4. Goodwill 4.28 0.48 very 

5. Reliability 4.29 0.54 very 

6. Fiduciary 4.26 0.55 very 

7. Security 4.18 0.51 very 

8. Responding to customers 4.23 0.56 very 

9. Concrete aspects of the service 4.16 0.56 very 

10. Customer awareness and understanding 4.29 0.52 very 

Total 4.26 0.41 very 
 

5.  Conclusions  

The perception of cultural dimension in all aspects in overall is at a high level. Considering each 

aspect in ascending order, it was found that the dimension of emotional expression dimension to see long-

term results and the dimension to avoid uncertainty at a high level, respectively, and finally, the dimensions 

of individual and group differences at a high-level. Consistent with the research of Maneewan Chat-u-thai 

(2015). Conducted studies on "A comparative study and survey of cultural dimensions in the context 

of Thailand and the Asia-Pacific countries, which found that Malaysia is the most accepting power 

dimension. Ekkasit Khem-nguod (2014). Researching to compare the differences in cultural dimensions 

between people. Thai and Japanese people working in Japanese companies in Thailand the result of the 

research shows that inequality in power the most different. 

The service management is for Middle Eastern tourists in tourism business in Thailand. 

Overall, all aspects in the overview are at a high level. When considering in descending order, it was 

found that the performance, reliability in customer perception and understanding and for the 

friendliness is at a high level. Consistent with the research of Thanakrit Sangchoei (2012) is 

conducting studies on cultural differences and tourists' behavior the results of the study studied the 

comparative relationships between tourists' behaviors and various cultural dimensions such as 

dimension, distance, power, individualism / collective dimension, importance of men and women, 

avoiding uncertainty and dimension of long-term and short-term plan formulation in the future. The 

analysis results show that tourists with cultural differences the various aspects of tourism have 

different tourism behaviors, such as seeking tourist information, giving importance to service quality, 

gift giving, tourism style, traveling characteristics, service feedback, loyalty to products, and 

satisfaction per product and service. Suthira Dejnakarin and Suthinee Rerkkam (2015). The impact of 

cultural dimensions on high efficiency management systems: Integrating literature review, Journal of 

management science. Organization involvement and performance evaluation is a component of a 

highly effective management system that is influenced by cultural dimensions. Training and 

development are components of a highly effective management system that is not influenced by 

cultural dimensions. The results of the study provide knowledge about the application of resource 

operations. Humans in different cultures that is to say, although the concept of a highly efficient 
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management system which is a universal principle but the study found that there are some 

components of a highly effective management system that are influenced by cultural dimensions. 

Therefore, the ideas obtained from this study can be used as a guideline for further research. Siyathorn 

Khunon (2016). Cultural Dimension and Commenting on Hotels in Koh Samui District via the Online 

Reseller Website for Thai and other National Customers. The results showed that cultural dimension, 

avoidance of uncertainty, no relationship with satisfaction and opinions, both positive and negative, 

individualism and importance of women in relation to satisfaction and opinions. It is only the positive 

spacing relates to both satisfaction and positive and negative opinions. 
 

Managerial Implications 

1) The operator is of the opinion that the company has organized the service system to suit the 

different power differentities of tourists in each country. Employees in the company can build 

relationships with tourists from each country and the company understands the dimensions of the 

power of tourists in each country. 

2) The operator is of the opinion that employees in the organization can arrange the service 

system to suit tourists with personal and group dimensions appropriately. Employees of the company 

can understand the services of tourists with a personal dimension to understand and the company 

understands that the cultural dimensions of tourists are different for individuals and groups. 

3) The operator is of the opinion that company employees can arrange services for tourists 

with cultural dimensions that provide equality for men and women. Company employees can arrange 

services for tourists with cultural dimensions that value men and the company arranges the service 

system for tourists according to the dimension of importance between professional women. 

4) The operator is of the opinion that staff are able to provide appropriate services for tourists 

with cultural differences in avoiding uncertainty. The company can provide a service system suitable 

for tourists with cultural differences in the avoidance of uncertainty and the company understands 

about the dimension to avoid the uncertainty of foreign tourists 

5) The operator is of the opinion that Employees are able to provide services that are 

appropriate for tourists with cultural differences in terms of long-term results. The company 

understands about the dimension of long-term results of foreign tourists and the company can provide 

a service system that is suitable for tourists with cultural differences in terms of long-term results. 

6) The operator is of the opinion that the company understands about the emotional 

dimension of foreign tourists. The company is able to provide a service system suitable for tourists 

with cultural differences in terms of emotional expression and the staff are able to provide services 

appropriately for tourists with cultural differences in terms of emotional expression. 

 

Limitation and Recommendation for Future Study 

1)   Suggestions for utilizing research findings. 
1.1) Should develop employees to have good personality dress in an orderly manner to 

enhance good image for the organization. To develop employees in the company to be able to use 

foreign languages to communicate with tourists. There should be potential development of the 

employees to have knowledge and ability to support the tourists in each country. 

1.2) Should develop and improve services including various management in order for 

tourists to be served and impressed. 

2)   Suggestions for conducting further research. 
2.1) Further research should be conducted with a qualitative study, with in-depth 

interviews. To apply the results of the study to guide the tourism business services in Thailand with 
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maximum efficiency and effectiveness. This is for the benefit of organizational development and 

administration of the tourism business organization in Thailand. 

2.2) Other factors should be studied which affects the management of Middle Eastern 

tourist services of tourism businesses in Thailand. 
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