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T h e S H T M ’s c o m m i t m e n t t o
advancing the hospitality and tourism
industry in mainland China has never
been stronger, with its postgraduate
programmes nurturing industry leaders
and those who will follow in their
footsteps in the years to come. Critical
to the success of that endeavour has
been the Zhejiang University-PolyU
Joint Centre in Hangzhou, at which
the Master of Science in Hotel and
Tourism Management and groundbreaking Doctor of Hotel and Tourism
M a n a g e m e n t a re d e l i v e re d . I n
April, the Centre celebrated its 20th
Anniversary with the International
Summit on Belt and Road Innovation
and Entrepreneurship – a topic very
much in alignment with the School’s
outlook.

discuss international collaboration in an
era of innovation and entrepreneurship.

Co-organised by Zhejiang University
(ZJU) and PolyU, and held at the
Dragon Hotel Hangzhou, the Summit
attracted economists, academics,
officials and entrepreneurs from Asia,
Eastern Europe and the Middle East to

Professor Wu commented on the
cross-border collaboration in education
between the two universities, which has
quickened ZJU’s internationalisation
process. He also commented that
PolyU’s expansion of its network in the

Officiating at the opening ceremony
were Professor Jianhua Yan, Vice
President of ZJU, and Professor
Angelina Yuen, Vice President (Student
and Global Affairs) of PolyU. Opening
speeches were delivered by Professor
Lu Li, Director of the Education,
Science and Technology Division
of the Liaison Office of the Central
People’s Government in Hong Kong,
Mr Huawei Guo, Head of the Zhejiang
province Education Department, and
Mr Eddie Ng, Hong Kong’s Secretary
for Education. Welcoming addresses
were delivered by Professor Zhaohui
Wu, President of ZJU, and Professor
Timothy W. Tong, President of PolyU.

mainland matches ZJU’s development.
Professor Tong agreed that the two
universities had much in common, and
commented that the Belt and Road
initiative had made everyone think
about their roles in preparing talents.
Following a keynote speech by
Professor Sir James Mirrlees, winner
of the 1996 Nobel Memorial Prize in
Economic Sciences, panel sessions
covered innovations in small projects,
traditional industries in transition and
opportunities for Hong Kong, amongst
others. Professor Kaye Chon, SHTM
Dean, Chair Professor and Walter Kwok
Foundation Professor in International
Hotel Management, represented the
School in the discussions.
The SHTM looks forward to
the next 20 years of working in
combination with ZJU as innovation
and entrepreneurship lead the way in
China’s development. H

Judgements about ethically
unacceptable behaviour may vary
amongst cultures, and Western
tourists are more likely to engage in
such behaviour when on holiday,
find the SHTM’s Dr Denis Tolkach,
Dr Stephen Pratt and a co-researcher
in a recently published study. Their
investigation of international and
mainland Chinese tourists and
Hong Kong residents reveals some
surprising findings that should prove
useful for academics, policymakers
and industry practitioners seeking
to develop “mitigation strategies
to reduce anti-tourism sentiment”
in Hong Kong and other tourist
destinations.

Unethical Behaviour
among Tourists
Interest in the ethical side of tourism
has increased over recent decades,
as concerns have been raised over
its effects on host communities.
However, the focus is usually on
the social responsibility of tourists
and tourism organisations, with less
attention paid to tourists as what the
researchers term “agents of ethical
judgement and decision making”.
Given that tourism is a predominantly
hedonistic or pleasure-seeking
activity, when on holiday people

may be more likely to engage in
the kind of behaviour that would
be considered unacceptable at
home. Hong Kong, for instance,
has recently witnessed a rise in
complaints from residents about
the behaviour of mainland Chinese
tourists, including “being rude to
service staff, urinating in public
and disorderly queuing”, note the
researchers. Protests amongst
residents have also occurred in
other destinations with high levels
of tourism, such as Barcelona.
This is an interesting situation
because the intercultural nature of
international tourism provides an
opportunity to examine whether
ethical beliefs vary between
peoples. The researchers explain
that the “ethical relativism”
perspective does not consider
actions as intrinsically right or
wrong but as culturally determined,
so tensions may arise because
tourists and residents have different
ideas about what constitutes
unethical behaviour. Therefore, to
find out “why tourists may exhibit
socially deviant behaviour”, they
investigated the attitudes of people
from different cultures towards
various kinds of behaviour and the
likelihood that they would engage
in such behaviour themselves when
on holiday.

Judging Ethical
Scenarios
The researchers surveyed Hong
Kong residents, mainland Chinese
tourists and Western tourists from
the US, UK, Europe, Australia,
Canada and New Zealand over
several weeks at “common tourist
locations in Hong Kong”. Of the
total respondents, 410 were Hong
Kong residents, 796 were mainland
Chinese and 621 were international
tourists.
Each respondent was presented
with five brief scenarios describing
ethically questionable behaviour:
buying a counterfeit bag at an
open-air market, disorderly public
behaviour due to drunkenness,
jumping a queue for entry into a
restaurant or attraction, lying about
the age of a child to qualify for
cheaper entry into an amusement
park and engaging the services
of a prostitute. They were asked
whether each action was fair,
unacceptable in their own culture,
unacceptable to their family and
friends, acceptable if it could be
justified by positive consequences
and so on. They were also asked
to indicate how likely they were to
undertake the activity at home and
while on vacation.

I

Research Horizons | Volume 11 Issue 2 | September 2017

Differences among
Cohorts
The researchers found clear
differences amongst the ethical
judgements of the three groups.
Surprisingly, given their shared
Chinese culture, Hong Kong
residents and mainland Chinese
tourists expressed very different
views about the ethical scenarios,
with the former being the least
tolerant and the latter the most
tolerant. However, the researchers
explain that this may be because of
where the survey was conducted.
Hong Kong residents were at home
and thus more bound by “laws,
rules, ethical codes and social
pressure from friends and family”,
whereas the Chinese tourists were
on holiday and less affected by such
constraints.
All three groups considered buying
a counterfeit bag to be the least
unethical activity. International
tourists disapproved of this activity
more than the other two groups but
the opposite was true for disorderly
drunken behaviour, which was
more acceptable to the Western
tourists.
According to the mainland Chinese
tourists, it is justifiable to lie about
the age of a child to qualify for
discounted admission because it
saves money and there is a low
chance of punishment. Rather
surprisingly, both Hong Kong
residents and international tourists
deemed jumping the queue to be
highly unacceptable, almost as
much so as engaging a prostitute.
The researchers explain that
jumping a queue has an immediate
effect on those who are made
to wait longer, which may be
particularly annoying for tourists
with limited time.
Engaging a prostitute was
considered the most unethical
behaviour, mainly because of the
disapproval of friends and family,
but also because it could have
severe negative consequences on a
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person’s social life. Western tourists
were “the most receptive” to this
sort of behaviour, the researchers
note, and there was an “especially
stark” difference between their
responses and those of Hong Kong
residents.

Behaviour on Holiday
versus at Home
When asked how likely they were
to actually engage in the behaviour
described in the scenarios, either
at home or on holiday, it turned
out that few respondents would
do so. They were not even
likely to participate in relatively
acceptable activities, such as buying
a counterfeit bag. However, the
Chinese tourists admitted to being
more likely to purchase counterfeit
goods, lie about a child’s age and
jump a queue than the other two
groups. The Western tourists were
the most likely to misbehave while
drunk and to engage a prostitute.
The Hong Kong residents were the
least likely to engage in any of the
deviant forms of behaviour except
buying a counterfeit bag.
Because none of the groups were
very likely to engage in any type
of unethical behaviour, being on
holiday or at home made little
difference. The international tourists
and Hong Kong residents were
somewhat more likely to engage in
ethical behaviour while on holiday
but the mainland Chinese tourists
were less likely to do so. This, the
researchers claim, may be a “Chinaspecific phenomenon”, reflecting
the government’s attempts to
curb the inappropriate behaviour
of tourists abroad. They suggest
that policy makers may find it
helpful to emphasise the negative
consequences of indulging in
unethical behaviour, as tourists
generally “care more about the
individual consequences when
facing ethical dilemmas”.

Age and Gender
Differences
Among all three of the groups, men
were significantly more receptive to

behaving badly while drunk and to
engaging the services of a prostitute
than women. The researchers also
found some interesting differences
between people of different ages.
Amongst the Westerners, younger
tourists were less ethical than older
ones, yet the opposite was true
of the mainland Chinese tourists.
Ethical values did not seem to
differ between younger and older
generations of the Hong Kong
residents.

Many Questions
Remain
The researchers present some
fascinating insights into the
similarities and differences between
ethical judgements of behaviour
among different nationalities. They
conclude that “the ethical perception
of an action is significantly affected
by culture”, and is also strongly
influenced by the situation presented
in the scenario. However, they also
highlight a number of questions that
need to be answered, including
whether residents of certain
countries “behave more ethically on
vacation than at home and why”
and whether engaging in unethical
behaviour depends on “external and
environmental factors more than on
personal principles and integrity”.

POINTS TO NOTE
• Hong Kong residents seem to have
strong ethical views.
• Engaging the services of a prostitute
is the most unethical form of tourist
behaviour.
• Buying counterfeit goods is not
considered particularly unethical.
• Westerners are more likely to behave
unethically when on holiday.
Tolkach, Denis, Pratt, Stephen, and
Zeng, Christine Y.H. (2017).
“Ethics of Chinese & Western
Tourists in Hong Kong”. Annals
of Tourism Research , Vol. 63,
pp. 83-96.

Engage the Facebook Generation,
Hotels Urged
Hotels should make greater use
of social media to evaluate their
performance from the customer’s
perspective, argue the SHTM’s
Bona Kim, Sam Kim and a coresearcher in a recently published
study. Having analysed hundreds
of online hotel reviews, the
researchers identified the hotel
features that customers find most
satisfying and dissatisfying. Their
results provide helpful suggestions
for how hotel managers can make
effective use of social media to
monitor and respond to customers’
positive and negative experiences.

Rising Importance of
Online Reviews
With the continues development
of social media, customers
are increasingly sharing their
experiences through online review
websites. As “one of the most
accessible tools” for understanding
customers’ experiences, online
hotel reviews represent a form of
“electronic word-of-mouth” and
have become an important source
of information for customers
planning a hotel stay. In turn,
hotels are also increasingly turning
to social media as a means to
better understand the “customer
experience”, because knowing
what makes customers satisfied
helps hotels to improve their
service quality.
It is generally assumed that what
makes customers satisfied can also
make them dissatisfied. However,
the researchers point out that
the specific factors which cause
satisfaction do not necessarily
generate dissatisfaction, and vice
versa. As different sets of satisfiers

and dissatisfiers have been
identified, it may be a fallacy that
they lie on a continuum. However,
there have been few studies in
this area, which motivated the
researchers to investigate further.
Customers use their own frames of
reference when evaluating hotels,
and their level of satisfaction
is largely dependent on their
expectations in particular settings.
The researchers explain that
different classes of hotel aim to
provide services, products and
features at a “certain level of
quality”, and customers do not
expect the same level of quality
from a one-star budget hotel as a
five-star luxury hotel.

TripAdvisor Reviews
To test their predictions, the
researchers conducted a study of
online hotel reviews to identify
both satisfiers and dissatisfiers and
explore how they differ according
to customers’ expectations,
categorised as high or low
depending on the hotel class.
They retrieved reviews of New
York hotels from the TripAdvisor
website, chosen because it is
one of the most prominent usergenerated review sites. New
York was selected because it is
the biggest city in the USA, and a
popular tourism destination with a
diverse range of hotel classes.
TripAdvisor reviews provide an
overall numerical rating from 1
(terrible) to 5 (excellent), together
with customers’ written comments.
The researchers chose to analyse
reviews in the “excellent” and
“terrible” categories to focus on

the most and the least satisfied
customers. They categorised
the class of hotel according to
TripAdvisor’s rating system: one
and two star hotels were classified
as “limited-service” and four and
five star hotels as “full-service”.
The reviews for the 50 top-ranking
and 50 bottom-ranking hotels
were chosen, and the researchers
analysed the content to identify
the hotel features that contributed
to customers’ satisfaction and
dissatisfaction with their stay.

Satisfaction versus
Dissatisfaction
Overall, the 50 full-service hotels
generated 42,659 reviews, almost
68 per cent of which rated the
hotels as “excellent” and 1.6 per
cent as “terrible”. The 50 limitedservice hotels generated 27,525
reviews, of which almost 16 per
cent gave an “excellent” rating
and just over 14 per cent gave a
“terrible” rating.
The researchers stress that the
difference in the overall number of
reviews between the two classes
of hotels suggests that guests
of full-service hotels participate
more actively in sharing their
experiences. The high proportion
of positive to negative reviews for
full-service hotels indicates that
their guests are generally satisfied.
In contrast, the similar number
of positive and negative reviews
for limited-service hotels indicates
a much lower overall level of
satisfaction. The researchers
suggest that although guests may
generally have lower expectations
of limited-service hotels, some
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