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Source : Hofstede, G. H. Hofstede, G. J., & Minkov, M (2010)” Cultures and
organizations “° software of the mind” intercultural cooperation and its

importance for survival (3rd ed.)p-76.
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Source : Hofstede, G. H. Hofstede, G. J., & Minkov, M (2010)” Cultures and

organizations “° software of the mind” intercultural cooperation and its

importance for survival (3rd ed.)p-217.
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Source: Hofstede, G.(2011)” Dimensionalizing Cultures: the Hofstede Model
in Context” Read. Psychol. Cult. 2 (1)-p-12.
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Department of Business Administration
Graduate Studies

Questionnaire Form
Peace, mercy and blessings of God ...

We put in your hands the questionnaire form as part of the completion
of the requirements of a Master of Science in Business Administration
and tagged (cultural diversity of human resources and its impact on
the quality of services), analytical survey of a sample of human
resources in (Babylon International Hotel), and we have great hope in
your cooperation with us in reading and answering the paragraphs of the
form.

This study is not intended to diagnose the weakness of the organization,
as it is used for the purposes of scientific research, in the hope that it
will produce results that serve the scientific research process, thanks to
your objective and accurate answers,

The written data is of a confidential nature and scientific honesty, and
there is no need to confirm the name or sign the form in order to give
more opportunity to express the opinion with full freedom, thanking you
in advance for your efforts and good cooperation.

And accept us very respectfully

) Researcher
Supervisor

Prof . Foam Hamoudi Mohammed Majoul

Al-Attar Shakour
First, data and general information
Note : Please tick ( " ) in the appropriate box
A. Gender: Male Female
B. Age: less than 20 21 -30 31-40
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41-50 50-6 61 and more

C. Education: junior high or Less Post-Preparatory Diplon{a
Bachelor Higher Diploma
Masters Doctorate
D. Years of service: Less than 1 year 1-5 6-10
11-15 16-20 21-25 26-30 31 and more
E. The number of sessions in which he participated: 1-3 4-6 L
7-9 10 and more no [ ]
F. Job Site:
G. You speak languages other than Arabic: English Indian
Turkish Other
H. Have you got a certificate of appreciation? Yes No
J. The nationality you carry

Second: the questions related to the study variables

First, cultural diversity of human resources: the difference between
individuals (race, social class, thinking style, socioeconomic relations, social
justice, behavior, direction, religion, ability and disability) (Fylkesnes, 2018: 30)
A-Power distant: The extent to which individuals accept the unequal
distribution of power in organizations (Hofstde, 2011: 9).
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The delegation of power
contributes to solving some
of the work problems

The supervisor (administration)
should be notified before
making any decision
concerning the work

Consulting with others is
a priority for the hotel

Management provides equal
opportunities for individuals
to express their views

Individuals are allowed to
share management with the
development of the hotel's
business development program

B- uncertainty Avoidance: Represents the degree of concern felt by
individuals in situations that are not assigned or unknown. (Kulkarni, 2012: 270)

No

Phrases
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Hotel management provides
sufficient flexibility for each
individual to adapt to changes
and emergencies

The administration has an up-to-
date database that contributes to
making appropriate decisions

The hotel offers advanced
training and development
programs to avoid uncertainties

Informing individuals about the
nature of work to be completed is
a priority of the hotel

The management of the hotel
allows individuals to change the
nature of the work in accordance
with the emergency situations
and circumstances
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C-Individualism versus collectivism: Individualism: The degree to which
individuals in their cultures are expected to act independently of others, since
individual rights are of paramount importance and seen as a source of well-being

(Hatch & Cunliffe, 2013: 164). Collectivism: means knowing individuals by

belonging to work groups and the value of harmonious relationships within them

(Mcshne & Glinow, 2010: 50).

0|10 |20 | 30 | 40 | 50 | 60 | 70 | 80 | 90 | 100
No Phrases %| % | % | % | % | % | % | % | % | %| %
The management of the hotel
1 | adopts the policy of collective
action in accomplishing the work
Individuals who work
2 | independently prefer to complete
the work assigned to them
3 The hotel has staff with
individual skills
Membership of the working
4 | 8roup gives a greater opportunity
to satisfy the individual and
achieve his goals
5 Cultural diversity enables the

group to complete the work in a
timely manner within the hotel

d-Masculinity versus femininity: Masculinity means the extent to which
cultures prefer the traditional roles of males and work roles of achievement,
power and control, and the recognition of social values, certainly and material,
Femininity means that there is no differentiation between gender roles and
women are treated equally with men in all respects (Robbines & Judge, 2013: 152).
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The management of the
hotel encourages men to
take leadership and
administrative positions

Male leadership practices
are better than females in
many cases.

The culture of the
organization is a criterion for
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differentiation between
males and females

Provide solutions to

4 | problems in males more
efficient than in females
5 Males are more professional

and professional than
females at work

E- Time orientation (long / short): The extent of the society's orientation
towards time. The long time means looking at the future and the values that
represent life and focusing on the importance of hard work, education,
perseverance and orientation towards strategic planning. While the short
orientation represents the satisfaction with the current situation and the
satisfaction of what the individual is now receiving. (Wheelen & Hunger, 2010:357)

No

0 |10 |20 | 30 | 40 | 50 | 60 | 70 | 80 | 90

Phrases % | % | % | % | % | % | % | % | % | %

100
%

Achieving work on time is a
priority of the hotel
management

The hotel is concerned with
short-term goals as a
foundation for long-term goals

The hotel management is
bound by the regulations and
instructions on the time to
complete the work

The cultural awareness of the
workers contributes to the
importance of time in
accomplishing the work and
its progress

The cultural diversity of
society plays a major role in
the direction of strategic
planning

Second, Quality of services: The degree that the customer sees in the service
provided to him, and what exceeds what he expects in relation to what he
eXpects(267:2011, sS4
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A: Tangibility:-The physical evidence of the services, which is considered as an
accompanying facility when they are submitted, is (material facilities,
equipment, personnel and communication equipment) (Russell, 2000: 393).

0 |10 |20 | 30 | 40 | 50 | 60 | 70 | 80 | 90 | 100

Phrases % | % | % | % | % | % | % | % | % | % | %

The hotel provides amenities
before and during the service

The hotel enjoys a privileged
location easily accessible by
customers

The hotel management is keen to
provide a good environment and
organizational climate for
employees and customers

The hotel uses modern electronic
means of service

Guests are allowed to use the
hotel's communication facilities

B-Reliability: Express ability of service performance with reliability,
consistency and high accuracy (Stevenson, 2005: 387).

0 |10 |20 |30 |40 | 50 | 60 | 70 | 80 | 90 | 100

Phrases % | 9% | % | % | % | % | % | % | % | % | %

The hotel is keen to complete the
service and provide it correctly
from the first time

The hotel management has an
accurate customer database

The hotel management shall
endeavor to provide services in
accordance with the declared
specifications

The management of the hotel is
keen to provide services in line
with the expectations of
customers or above

The hotel makes exceptional
efforts to achieve the perfect
customer service
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C- Response: The readiness of personnel to provide services at the appropriate
speed and in a timely manner, is the speed of processing and the ability of the
service provider to respond immediately to customer service requests (AL-
Azzam, 2015: 46).

0 |10 |20 | 30 | 40 | 50 | 60 | 70 | 80 | 90 | 100

Phrases % | % [ % | % | % | % | % | % | % | % | %

The hotel adopts a policy of
responding to all customers'
requests and needs on time

The hotel responds to all
customers' requirements with the
right speed and time

Responding to and meeting
customer requirements is a
priority for the hotel

Hotel ~management provides
time for customer inquiries and
answers

The hotel adopts a
diversification policy for
customers

D- Safety: adequate safety surrounding the place of service, the feeling of the
customer to obtain good service, and keep their secrets and privacy, as well as a
sense of reassurance to their lives and property.2009:39¢ Jashll )

0 10|20 |30 |40 50 | 60 | 70 | 80 | 90 | 100

Phrases % | % | % | % | % | % | % | % | % | % | %

The hotel has safe safety and
security equipment to maintain
property and to cope with
emergencies

The management of the hotel is
concerned with maintaining the
money and property of the
customers
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Maintaining privacy and privacy
is a priority of the hotel

The hotel management is
committed to implementing
government regulations and
regulations in its dealings with
customers

The hotel provides a sound
regulatory environment and a
safe environment to preserve the
lives and property of customers

E- Empathy: Individual care and attention to customers, caring for their
interests and understanding their grievances (Pride & Ferrell, 2014: 43).

Phrases 0 |10 |20 | 30 | 40 | 50 | 60 | 70 | 80 | 90 | 100
% | % | % | % | % | % | % | % | % | % | %

The staff at the hotel enjoy a
high level of customer service
and courtesy

The staff cares about the
customers when entering the
hotel and requesting service

Customer employees sympathize
with emergency problems

Employees complain when
customers complain about
services

Employees complain when
customers complain about
services

F-Efficiency: The level of competence (competency) of service providers in
terms of skills, analytical abilities, and knowledge that enable them to perform

their duties optimally(245: 2009¢ &l 5 Akl )

Phrases 0 10|20 | 30 |40 | 50 | 60 | 70 | 80 | 90 | 100
% | % | % | % | % | % | % | D | % | Y | %

Employees use technology
quickly and with great skill
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Employees have more than one
language to deal with different
customers

The management of the hotel
seeks to distinguish worthy
employees

Employees provide services with
vigor, activity and a unified
format

The qualifications of the hotel
staff are appropriate in providing
the required services

(5) Gala
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Abstract

The Objective of this Study is to Analyze the Phenomenon of
Cultural Diversity of Human Resources and its Impact on the
Quality of Services through the study problem that Emphasizes
the extent of the Organization's Understanding of the
Importance of Cultural Diversity of Human Resources and its
Reflection on the Quality of Services by asking a number of
Questions to the Variables of study Variables . On a Sample of
Human Resources at the Babylon International Hotel . A Sample
of 132 People from Different Cultures and Nationalities was
Taken . The Hofstede (2001) model was adopted for the
dimensions of cultural diversity (distance of authority,
avoidance of ambiguity, individual wversus collective, masculine
vs. feminine and time-shift). The study adopted six dimensions
of the quality of service variable (sensitivity, reliability,
responsiveness, empathy, safety and efficiency).The study relied
on the Questionnaire and a set of Statistical Methods (Standard
Deviation, Simple Correlation Coefficient, Simple Regression)
The study Concluded with a set of Recommendations, the most
Important of which was the existence of a correlation between
the Dimensions of the Cultural Diversity of Human Resources
and the Quality of Services . The study concluded with a set of
Recommendations, namely the need to involve human resources
in drawing up long term strategic plans by giving them more Of

delegation and powers in the administration

Keywords (Cultural Diversity, Cultural Differences, Human
Resources Polarization , Quality Of Service, Competitive
Advantage, Customers)
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