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Preface 

 

On behalf of the organizing committee, we are pleased to welcome you to the International Mobility, 

Migration and Wellbeing Conference & Workshop organized by Istanbul University, Turkey and 

Oxford Brookes University, UK. Hosted by Istanbul University, this conference aims to provide a 

platform for participants from various fields and perspectives including academia, industry, NGOs, and 

other organizations to exchange and share the state-of-the-art research and practice on mobility, 

immigration and refugee studies. 

We would like to express our sincere gratitude and thanks to all the organizing committee members 

who spared no effort to make this conference happen. We are also humbled for the scientific committee 

members who volunteered their time to ensure the quality of the papers included in the current 

proceedings. This conference would not be realized without the organizing committee and the help of 

international scientific committee. On behalf of the organizing committee, we would like to welcome 

you again to the International Mobility, Migration and Wellbeing Conference & Workshop. We hope 

that you will enjoy the Turkish hospitality while attending the conference and have a memorable stay 

in Istanbul, Turkey. 

 

 

Dr. Gurel Cetin (Conference Co-Chair)   

Istanbul Univeristy   

Prof. Levent Altinay (Conference Co-Chair)    

Brooks Oxford Univeristy 
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Varieties of Paths to Happiness and Unhappiness: The Classification Tree Analysis of 

Happiness 

 

Ahmet Atıl A�ıcı1 
Istanbul Technical University 

asici@itu.edu.tr 

 

1. Motivation and Outline 

What makes people happy is a question that has been attracting attention of scholars for thousands of 

years. The anectodal evidence provided by Buetner (2017), in a piece published in the National 

Geographic magazine on the distinct lives of three happy individuals from different corners of the 

world, suggests that there exists no unique path to happiness but a variety of them that depend on some 
specific combinations of factors.   

Hence, the aim of this paper is to explore these paths to happiness and unhappiness. Classification tree 

analysis of happiness opens a way to reach out happiness and unhappiness niches in the society, some 

of which may have been left unexplored with standard regression analysis.  

 2. Methodology and Analysis: 

By employing Turkish Statistical Agency’s 2013 Life Satisfaction Survey (LSS) (N=196203 covering 

81 Turkish provinces), a classification tree, called Turkish Happiness Tree has been grown with 5-level 

happiness being the dependent variable along with more than 200 explanatory variables drawn from 
LSS dataset. The analysis is conducted by the Salford Systems’ CART software. 

Happiness is a complex phenomenon not only for it is an end result of cumulation of certain factors but 

it involves complex interactions among factors employed as explanatory variables that can be hardly 
accounted for by regression models.  

The aim of the CART methodology is to recursively split observations by using rules (called primary 

splitter) to isolate different class of observations (i.e. happy, unhappy) within separate parts of the tree 

as pure (homogenous) as possible. At each node, CART picks the best performing variable (with a 
threshold) based on the improvement made in reducing impurity.  

The novelties of the paper can be summarized as follows. This paper is the first rigorous attempt to 

analyse happiness with a classification tree methodology. First time in the literature, I characterize the 

happiness, mixed and unhappiness branches of the happiness tree, which host a multitude of distinctive 

paths to happiness and unhappiness. 

3. Policy Implications: 

The main results can be summarized as follows. (i) Turkish Happiness Tree was found to have 1 

happiness, 5 mixed and 2 unhappiness branches those hosting 72 terminal nodes; 6 of them have been 

assigned by CART to be Very Happy, 7 to be Happy, 19 to be Unhappy and 26 to be Very Unhappy.  

(ii)  Hence, there exists no unique path to happiness but varities of it. Paths to unhappiness are even 
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more numerous. (iii) “Feeling very hopeful about future” is the shortest and the only “secure” path to 

happiness. That is, no matter what the conditions in other domains of life are, there exists a group of 

very hopeful people feeling very happy. (iv) Other paths to happiness are called “vulnerable” because 

they can lead to unhappiness with a slight change in splitting variables on the branch. (v) Symmetrically, 

“feeling unhopeful” is the only condition required to be located in a very unhappy terminal node, and 

therefore it is called the “unavoidable” path to unhappiness. (vi) Interestingly, there exists unhappy 

nodes on the mixed branches with all favorable conditions but one, which I call “fly in the soup”. Low 

health satisfaction or a bad marriage (flies) is found to be enough to ruin one’s happiness surrounded 

by favorable conditions.  (vii) At the other extreme, there exists some factors which turn one happy who 

is surrounded by all unfavorable conditions. I call this outcome-changer factors act as an “oasis in the 
desert”. 

Analyzing happiness with classification tree methodology allows identifying the group-specific factors 

that lead to happiness (and unhappiness) more clearly and eases policy-making process. By checking 

only the relevant conditions (set of splitters on that specific branch), one may easily spot the 
“bottleneck” factor(s) that ruin(s) one’s happiness (or “promising” factors that may make one happy).  

 

Keywords: Happiness, Happiness Tree, Classification and Regression Tree Analysis 

JEL Codes: I31; C38  
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Extended abstract  

 

The Viewpoınt of the Y And Z Generatıon Employment of Syrians in the Labor Market 

 

Çi�dem Uluda� Güler 
Istanbul Universıty, Istanbul 

cigdem.uludag@istanbul.edu.tr 

Betül Solmaz 
Bandırma Onyedi Eylül University, Balıkesir 

bsolmaz@bandirma.edu.tr 

 

Since 2011 and continuing until the effects of the escalating civil war with the called Arabs Spring. 

Syria event influenced closely with its neighboring countries and Turkey.  

After the war, approximately 12 million people migrated from Syria. the Syrians who immigrated to 

Turkey 3,635,841 were included in the temporary protection. Syrian border provinces as well as 

Istanbul, Ankara, Izmir, Turkey's 81 provinces, mainly lives on. 13 290 immigrants work permit under 

certain conditions in Turkey are given. Syrian refugees in Turkey, mainly in textiles, construction, 

agriculture and heavy industry are working. 
 

Syrians coming to Turkey with extended residency process and the inadequacy of the aid has caused 

the Syrians to enter the labor market in order to provide their basic needs. To measure the perspective 

of Y and Z generatıon individuals for the employment of Syrians survey conducted using questionnaire. 

In this study, a total of 606 people; 101 academicians and 505 university students working in two 

faculties of the selected university were surveyed. 

 

In this study, the position of the Y Generation entering the labour market and Z Generation, which has 

not yet been replaced in the labour market, was wanted to be measured by the survey. The data obtained 
will result in appropriate analyses of the findings as a result of the study. 

�

Keywords: Labor Market, Migrants, Syrian Migrants, Generation, Y Generation, Z Generation. 
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Extended abstract  

Impact of Refugee Entrepreneurship on Integration 

 

Gurel Cetin 
Istanbul University 

gurelc@istanbul.edu.tr 

Levent Altinay 
Oxford Brooks University 

laltinay@brookes.ac.uk 

Zaid Alrawadieh 
Istanbul University Cerrahpasa 

zaid.alrawadieh@istanbul.edu.tr 

Eyup Karayilan 
Istanbul University 

eyup.karayilan@istanbul.edu.tr 

 
Despite its importance for local economy; entrepreneurship is seldom seen as a viable option in 

improving refugee integration and wellbeing. Hence, there is a need to understand how refugees identify 

and exploit entrepreneurial opportunities in resource-constraint environments; how they use financial, 

human and social capital to tap into opportunities; what their motivations are and how successful 

entrepreneurial endeavours improve their integration and standards of living. Responding to these 

research gaps, this study has set itself the aims of (i) investigating the role of entrepreneurship process 

in the economic and social integration of refugees within the host societies in Turkey and in the UK; 

and (ii) evaluating how this integration (disintegration) impacts upon the social and economic wellbeing 

of the refugee communities. 

Qualitative data were collected from Syrian refugees through semi-structured interviews involving 

several semi-structured questions about their immigration and entrepreneurship process, challenges, 

motivations, success factors, integration and wellbeing. A total of 50 interviews were conducted (25 

from each country). During the interviews, refugee entrepreneurs at different stages of their 

entrepreneurship process (start-up, growth and maturity) were selected both in Turkey and UK. The 

interviews addressed various broad research questions about the challenges they face, motivational 

factors that encouraged them to start up, skills and resources they exploited, their needs and suggestions 

for integration and economic and social wellbeing. Some demographics and business related 

information were also enquired. 
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All interviews were electronically recorded following consent from the interviewees and transcribed 

verbatim. Data was analysed using the iterative inductive approach. Transcriptions were read several 

times independently by the authors prior to coding. The first order codes, identified individually, were 

discussed by the authors during several meetings before second order themes were identified and agreed 

upon at the sixth meeting. The themes were than organized and integrated into the final model of 

entrepreneurship process and its role on wellbeing of refugees and host societies. The findings of this 

study underscore although refugee entrepreneurs have different individual needs, motivations, 

challenges, expectations and success factors during their entrepreneurship process, these might be 

classified under common factors which also relate to integration and wellbeing. 
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Amplifying the voices of Syrian refugees in Turkey 

 

Pinar Okur 
pinar.okur@upinion.com 

 

Rajin Alqallih-Van der Zijde 
rajin.alqallih@upinion.com 

Study aim 

Due to the conflict in Syria millions of Syrians are being displaced and had to flee the country. The 

majority fled to Turkey, which is hosting 3.3 million Syrian refugees. Over 95% of the Syrians in 

Turkey live outside refugee camps and live scattered across Turkey. Therefore it is complex, costly and 

time consuming to reach out to them. Nevertheless, getting in touch with them is necessary for NGOs 

in order to learn about their ever-changing needs and support them in the best way. That is what Upinion 

did: connect with the Syrian community in Turkey to learn about their challenges and needs, support 

them to raise their voices, and help NGOs to engage directly and broadly with them. In this report we 

highlight the opinions of the Syrian refugees and we share our insights. 

Approach 

Syrian refugees live in different provinces across Turkey, which makes it hard to get in touch with them. 

However, the majority of Syrians (86%) in Turkey own a smartphone and have access to internet. This 

means that Upinion's communication platform can reach out easily to them via Facebook. Upinion 

created a Facebook advertisement and published it in 6 Turkish provinces, which hosted the highest 

number of Syrians. Our conversation in Facebook Messenger opened automatically, once someone 

clicked on our Facebook ad. In that way Upinion could build a community with Syrian refugees.  

Key arguments 

People affected by crisis situations are the best to know the problem, their needs, and the solutions. 

However, decisions affecting their lives are often made on behalf of them and not with them. Direct 

and timely engagement with the people is what provides a more comprehensive and complete picture 

of the situation. This gives NGOs the opportunity to implement better tailored and people-centered 

interventions.  

Findings 

Currently there are 7.100 Syrians in our community. Among those, around two-thirds were male, one-

third female respondents, aged between 18-60+ years old. In our conversations we focussed on the 

challenges they face and their ideas of how those struggles can be tackled. 
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Challenges faced by Syrian refugees 

Among the most prominent challenges Syrian refugees in Turkey face are lack of financial means and 

inability to find a (suitable) job. Some refugees also have a hard time with the different language and 

they mention the hard living conditions. 52% of the Syrian woman in our community shared about 

different struggles they face compared to those of men. For example, they mention that it is hard to 

raise their children in their current circumstances. Some women wish to get a job or finish their study 

but it is not possible because they need to take care of their children. Whereas other woman want to 

start a family but they are unable due to their work commitments and their need for generating an 

income. Another challenge woman face is harassment.  

How to address the challenges 

One of the solutions Syrian refugees share is that getting financial support would help them. They could 

use it to (start a) study or for begin their own small business. Another way to help the Syrian refugees 

is support them more in the process of finding a job. A part of our community wish to have the ability 

to move to Europe. For the refugees that are staying in Turkey language courses would be very helpful 

and a greater understanding among the Turkish people so they can integrate more easily. Are there 

active NGOs in their province? As pointed out before the refugees face serious challenges. However, 

at the same time the majority of our community (82%) does not know any NGOs in their province that 

help them with the struggles they face. Syrian refugees that are familiar with NGOs in their province 

mention that NGOs can improve their services by being more transparent and communicate more. Most 

importantly they need to take the opinion of the refugees into account.  

Implications 

How do we continue? Our overall goal is to help improve living conditions of Syrians in Turkey while 

involving them in the change process. We aim to do so by creating a strong connection between Syrian 

refugees and NGOs/UN agencies working with them in Turkey. Now we have created a broad 

connection with thousands of Syrians in Turkey who are mostly willing to continue this connection. 

Upinion wants to create a strong network with relevant NGOs and UN agencies and cooperate with 

them so they can use the connection with have with the Syrian community in Turkey. Besides, we want 

to keep our community members engaged; therefore we will continue sharing information and results 

with them. 

 

� �
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Abstract— The working environment of any dynamic organization gets enhanced and improved by 
the mutual efforts of employees and the collaboration of management and worker. Pakistan has 51% 
of its population of women and among these,the number of working women in leading fields and 
emerging areas of science and technology is not satisfactory. This ratio is less as compared to men in 
industries and tech emerging organizations. This research is opted to find the factors which are 
affecting working women talents, potential and the serious issues they are facing on gender biasing 
and empowerment. The survey based on statical data has been taken by academic and non-academic 
organizations to validate outcomes of this research.    

 

Keywords— Workplace, Conflicts, Women in technology, Analysis of  issues, gender bias. 

 

 

I. INTRODUCTION 

 

The literacy rate and demography of Pakistani working women reveals many facts and issues which are 
becoming and being boundaries to social and personal growth of educated and working women. 
Doubtless the women of  Pakistan  is very competitive and talented in her way but some factors such 
as social and domestic issues are imposing bad impacts on her personality. These causes surely suppress 
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and affect the abilities of working or studying women. In academics most of girls choose medical and 
engineering fields for their career they compete and make all their efforts to accomplish their 
achievements but when they practice their professions they have hurdles as social, psychological, 
environmental, gender biasing, harassment issues and conflicts at workplaces so they cannot explore 
more opportunities because of such non visible boundaries.  

This research is aim to find factors which aggregate participation of woman labor market and the same 
economic liberation of both genders and decreasing the gender wage, incomes and social security and 
allowance gaps, consequently combat poverty of females also endorsing equality of both genders to 
make decisions. This research is based on survey to analyze the issues regarding physical harassment, 
discrimination, biased treatment, tolerance to these factors and accordance women rights for protection 
and safety of victims against violation that women are facing at workplaces.  

Literature Review 

Working women face various kinds of problems at any age group and class such as highly qualified, 
less qualified, single, married divorce, or working for child and family care. All categories have specific 
issues and challenges. Most common issues are anxiety, lack of support and balance in personal and 
professional life, stress physical or mental, prejudicial behavior, jealousy.  Various women are facing 
the specific problems which are security issues, stereotyped thinking, ego aggravations with coworkers, 
and issues of glass ceiling etc[1] (Kumari, May 2014)]. Females in the employees getting pays are part 
of a modern phenomenon, individually developing at a time the growth of waged service for men; 
women have been faced dissimilarity in the workers [2]. (Andal, 2002) 

 

Subsequently women’s labor market contribution is more introverted by responsibilities of family and 
care as compared to men, flexible time and working arrangements might help the blend of these 
responsibilities, they also can support current gender discriminations and division in the employment 
[3] (Craig, 2015) the EIGE report indicates considerable gender gaps in the employment market. More 
transformative events are needed to handle the organizational difficulties that women face when they 
are participating in the employment.[4] (Ilze Burkevica, 2014). By the uppermost employment rate 
recorded ever for females is 64 % in 2014 and the cumulative participation in financial decision-making. 
Yet, this emerging trend is counterbalance by insistent inequality in other sectors, e.g. wage and 
earnings but Gender based violence is common and it can have various kinds, among three women one 
has faced physical or sexual violence,  20 % have been victims of ‘online’ harassment. Violence can 
exists at job, at home, at school/college/university, online or at public places and on streets, at sports or 
other fields irrespective of social values and background. Violence exploits victim’s reputation and 
affects its health, well-being and could damage personal and professional life and financial 
independencies 5] (V�ra Jourová Commissioner for Justice, 2015). 

 

OBJECTIVES AND FINDINGS OF RESEARCH 

This research is intended to find factors which have been issue for working women of various categories 
either highly educated/less educated, single/married; divorcee/widow young/senior etc. Pondering on 
these problems is aimed to reduce the factors that are creating conflicts and issues for working women, 
to get approach to solutions and importance of impacts due to these factors. 

To evince the problematic factors this study would assists following challenges confronted by women 
at the workplace:  Physical and mental suffering by harassment, health affected by workplace 
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environment personality assassination and exploitation being female, violence of rights, actions taken 
by authority on the violation, imbalance between personal and professional life,gender bias 
discrimination, favoritism being women, Promotions/ awards/appraisals being woman,  workplace 
fears, financial independencies and social status of working women.To get these facts to develop the 
ways in which woman can uplift  her status in family and at workplace and involvement in several 
developing healthy activities in organizations  

 

This research is opted to discover the issues faced and possible solutions to the problems challenged for 
working women. The research yield outcomes that can support us in better finding of challenges and 
problems faced by women at work to improve the status, security and equality of women which are 
working for the uplifting of their families. 

  

METHODOLOGY 

The triangulation of procedure to validate research, the extraction of data was taken by aspects of 
qualitative and quantitative considerations. The FDG’s (focus group discussion) and face to face 
interviews carried out and open/ close ended questionnaire based on 22 questions were surveyed among 
different categories and age groups of professional women in academic institutes, industries, private 
and government jobs. Data is taken by 250 plus number of engineers, doctors, teachers, nursing and 
other staff, office going or business women in Karachi, Hyderabad, Jamshoro, Thatta, Dadu, Sukkur, 
Larkana and other cities and towns approaching by personal contacts. 79% woman responded this 
research survey and FGD. These FGDs were based on questions associated to key constraints and 
hindrances faced by working women are physical and mental harassment, promotion concerns, family 
care problems, gender biased discrimination, workplace prejudices and biasing and insecurities. 

 

 The questionnaire testimonials were designed after referring the preliminary and relevant study of 
literature, the FGDs and questionnaire survey also has apprehension of the respondent general 
demographic profile like profession, marital status, age, education, job description and workplace 
environment. 

Results 

The outcome of research reveals that the factors like mental harassment, rivalry and prejudice by 
colleagues both (male and female) is a genuine and a bitter reality that most concluded at character 
assassination of women. Working women are mostly under stress due to Financial independence. Not 
much conscious Acts and Policies are taken for violence and acused ones in the  favoure of women at 
the workplace Health issues are also an important problem for working women. 8. Working women are 
forced to leave their small children at home because of their work. Lack of proper support system. 9. 
Life as a single parent very challenging for working women 

one more interesting, but bitter fact that was revealed was that female colleagues also give mental stress, 
like indulging in jealous behavior, unnecessary gossip and rivalry. Several women also commented on 
injustice meted out to them by their female colleagues where they spread negative rumors about one’s 
character and upbringing. They neither listen to, nor are they interested in listening to your side of the 
story, but simply continue with their comments, and any objection to that is met with arguments and 
unreasonable behavior. They try to harass by creating confusion and misunderstanding with superiors 
and complain about other females. Male members also try to extract sexual favors.  
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Figure 1: Female Respondents of FGD and Survey 

 

If one is a single/divorcee/separated from husband, then other male members try to get close and if they 
do not a favourable response then they start talking spreading rumors casting aspersions on the woman’s 
character and family. They resort to name-calling and ascribe certain derogatory names that influence 
others in the workplace. People become judgmental and become blind to one’s good qualities, instead 
highlight only the bad ones. Not only male colleagues but also female colleagues resort to this kind of 
mental torture and harassment. If working women work and get a higher post then people usually think 
that the woman has got the higher post because of favoritism and draw conclusions on her character 
rather than accepting her capability of achieving this kind of a position 

 

Financial independence gives women more respect in the society. For a woman, being financially 
independent is very essential. It enhances one’s reputation and begets more freedom and independence 
in the society. Women feel self-empowered and better and it helps them in their economic and social 
status also. 

 

 

Figure 2: Factors ratios based on FGD and survey 
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Figure 3: Comparison of most affecting factors 

 

Conclusion 

Conclusions related to the challenges and problems faced by working women drawn from the analysis 
of responses:  

Professional women feel isolated and burdened by the simultaneous demands of their new aspirations 
on one side and the traditional way of life on the other.  

Women are discriminated against in all walks of life.  

Women are subjugated, dominated and exploited both at work places and home.  

Women are generally unable to give proper and quality time to households, kids and family. 

Working women generally face workplace sexual harassment, mental pressure, and safety issues.  

Females are also highly judgmental about other female colleagues and try to put one at any given 
opportunity.  

Women face problems leaving kids at home and going to office early in the morning.  

Child rearing problems are always faced by working women.  

People make particular perception or draw conclusion about characters of working women. 

The social system cannot accept the new roles of women who end up feeling misunderstood and 
distressed. 
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INTRODUCTION 

There has been a significant increase in international mobilities around the world. As one of the 

predominant activities in that regard, tourism has various influences on the host countries. Just to give 

an example, tourism is considered one of the most important sources of economic development 

(Crouch and Ritchie, 1999). After globalization and increase in ease and speed of transportation op- 

portunities, tourism industry has developed rapidly across the globe and Turkey alike. Especially after 

the 1980s, tourism has become one of the leading industries and one of the drivers for eco- nomic 

development in Turkey (Bahar, 2006). According to the World Tourism Organization’s data 

(UNWTO, 2018), with the number of 37.6 million visitors, Turkey was the world 8th most visited 

country in 2017. Moreover, the share of tourism revenues in the GDP has increased steadily over a 

5-year period since 2010. However, the rate which was 6.2% in 2015, experienced a 30% decline in 

tourist arrivals in 2016, followed by an increase of 3.1% in 2017 (Tursab.org.tr, 2019). An underly- 

ing reason for this volatility is the nature of the tourism sector. Tourism is fragile which is affected 

by external factors very easily. In recent years, through political conditions and events, there are 

visible and remarkable changes in the tourism industry of Turkey, especially in the visitors’ profile 

(see Table 1). 

 
Table 1. Number of Visitors According to Countries between 2015-2018: 

 

20
18 

20
17 

20
16 

20
15 

German 991.017 German 986.56
0 

German 1.006.4
95 

German 1.298.2
35 

Iran 872.560 Iran 900.81
0 

Iran 648.176 Iran 755.707 

Saudi 
Ara- bia 

586.814 Saudi Ara- 
bia 

557.83
4 

Saudi 
Ara- bia 

476.561  
USA 

562.377 



���

�

Russia 571.476 Iraq 517.65
3 

England 371.526 England 527.334 

Iraq 564.502 Russia 494.08
4 

France 362.947 Iraq 492.318 

England 424.149 England 380.94
3 

USA 319.273 Russia 489.014 

 

This observable change in the international tourists’ profile was one of the starting points of our study. 

Then, based on a preliminary study to canvas the hospitality enterprises in the region and the literature 

survey, we concluded that the year 2016 was an important turning point in Turkey's tourism activity. 

When we look at the statistics, we found that the number of visitors experienced a significant decrease 

in this year. This decline was mainly due to the fact that Turkey has been sub- ject to an international 

wave of terror and political crises that resulted in about 37 percent decline in foreign tourism demand 

compared with the previous years (Culture and Tourism Ministry, 2017). Such periods of turmoil are 

one of the most significant predictors of “travel anxiety” among poten- tial tourists (Reisinger and 

Movando, 2005). 

 

It would not be wrong to say that �stanbul is the city which has the highest potential for foreign visi- 

tors. Furthermore, the fluctuation in the number of foreign visitors in �stanbul is able to reflect Tur- 

key’s situation in this context. According to �stanbul Tourism Statistics (Turizm �statistikleri, 2019), 

the number of foreign visitors in �stanbul was 12 million in 2015, this number of visitors was de- 

termined in 2016 to be about 9 million. In addition to this, it is possible to observe that there were 

changes in the top ten countries where sending visitors to Turkey (see Table 1). Tourism statistics 

(Turizm �statistikleri, 2015) show that the top three countries sending the most visitors to Turkey 

were Germany, Iran, and U.S.A. Along with the international wave of terror and political crises dur- 

ing the period, and the tourism policies pursued, Saudi Arabia rose to third place in 2016, whereas 
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Western tourists lost their predominance. Except for minor changes, this situation has remained the 

same during the following years of 2017 and 2018. With this alternation, the visitor profile began to 

shift from the predominantly European to mostly Middle Eastern tourists, thus posing some chal- 

lenges to the hotels in �stanbul. 

 

METHODS 

 

 
The study was designed to examine certain attitudes of employees in hospitality enterprises in �st- 

anbul, from the viewpoint of their managers. This approach provided the opportunity for comparing 

the past and the present for the topic at hand. Preliminary research was conducted and short inter- 

views were conducted with managers in a few relevant accommodation and hospitality enterprises 

for this purpose, prior to the main study. Five restaurants and accommodation enterprises were cho- 

sen by convenience, as they were deemed to be within the scope of this research. After this phase of 

the study, we decided to concentrate on the accommodation enterprises due to the reported differ- 

ences between the restaurants and hotels. It has been observed that the hotel managements reported 

that especially their frontline employees were seriously affected by the alternation from the predom- 

inantly European-American to the Middle Eastern profile. In contrast, the restaurant employees did 

not felt such drastic change, as their encounters with this profile were limited, according to the 

restaurant managers. In the main study, 10 hotel managers were interviewed. The managers were 

sampled by snowball method. Interviews were conducted in the format of approximately 90-minute 

face to face meetings, where primary data for this study was collected. As a result of the data collec- 

tion, we obtained our findings by content analysis and coding that should be taken into considera- 

tion regarding the attitudes of the Middle Eastern guests, who we can call the new dominant profile. 

 
 

RESULTS 

 

 
In the present research, the findings in regard to the employees’ attitudes were quite remarkable, 

therefore, in our opinion, it is worth sharing. In the interviews, almost all of the ten hotel managers 

evaluated this new predominantly Middle Eastern profile in a pretty negative way. In contrast, gen- 

erally there are no complaints about other European, American and Asian tourists and also the man- 

agers expressed that communicating with American and European tourists is easier for the frontline 
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employees. With the shift in the tourist profile, the change in attitude was an interesting outcome, 

having relatively strict comments and statements were indications of some Stereotypes against some 

tourist groups were in action. Guest and employee relationships are very important and any negative 

situation on this relationship affects the success of the tourism industry overall and also the 

organizations within. These encounters are very critical for the enterprises and also bear fragilities, 

since differing cultural norms and values can create misunderstandings. Resulting occasional con- 

flicts may produce unhappy customers, frustrated providers and lost business (Cushner and Brislin, 

1996). Thus, it is possible to say that the employees’ attitude has been and will always be a very 

important concept. 

 

As it is mentioned above, in nine out of 10 interviews we have conducted, the comments contained 

biases against the new tourist profile. The most frequently and repeated answers are summarized in 

Table 2. When managers compare the new tourist profile with others, they also highlighted some 

guests’ attitudes towards employees. The perceived attitudes of the guests were mentioned frequent- 

ly by the interviewed hotel managers were as follows: 

 

Table 2. Perceptions about the Guests' Attitudes 
 

Perception Frequency 

High Demanding Attitude 5 

See as a Servant 4 

High Complaint Attitude 3 

High Problem Potential 3 

Sexual Harassment 3 

Mandatory Attitude 2 

Accusing Attitude 2 

Not Appreciative Attitude 2 

Aggressive Attitude 2 

 

In this investigation, Middle Eastern visitors were generally seen as very demanding and who tend to 

create problems compared to the other profiles. With these two facts, the managers included that there 
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is an increase in mental and physical workload of employees. Besides that, repetitive evalua- tions of 

employees about Middle Eastern guests are that they frequently complain and aggressive. 
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On the other hand, employees in the tourism industry should be aware of differences in tourist be- 

haviors originated from nations; local residents and tourism employees perceive that tourist behav- 

ior is affected by nationality (Pizam and Sussmann, 1995). Their attitudes and behaviors could be 

different because they have a different culture. Parallel to this, some interviewees stated: 
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It seems that some employees are not equally disposed to serve for different groups of travelers. Also, 

there are some differences in employees’ preferences towards various tourist profiles. We can easily 

understand from the interviews which are done with the managers: 
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Another problematic issue about the Middle Eastern tourist profile in the employees’ perspective is 

their viewpoints on service industry workers. Their viewpoints directly influence the attitudes of 

employees towards the tourists. There are lots of expressions about this situation in the interviews. 

For instance, they were portrayed as not appreciative customers and they see employees as a ser- 

vant. Another fact according to one of our interviewees is that their attitudes are quite mandatory 

compared to the other profiles. However, another respondent pointed at the contrast between the 

importance of professionalism in service attitude and the current situation as follows: 
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DISCUSSION AND CONCLUSION 

 

Considering all these, it is inevitable to conclude that there is a change in the visitor profile, and there 

is a reaction that is formed among some employees who have experienced difficulties in adapting it. 

Together with the profile changes, culture shocks may cause some problems in hotels, such as negative 

judgment of the employees about the visitors and strengthened unfavorable stereo- types. In addition, 

it has the potential to affect adversely employees’ motivations and success of or- ganizations. Hence, 

these differences can lead to conflicts and misunderstandings between employ- ees and guests. This is 

incompatible to the mission of tourism which establishes peaceful bridges between different cultures. 

As one of our interviewees puts it: 
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Another aspect is, such conflicts and negative situations can be seen as a major threat in terms of 

economic benefits for accommodation enterprises. In this context, since these problems may require 

crisis management, these results have important implications for managers. The managers should 

take the necessary actions to deal with all stereotypes, regardless of they are unfavoring or favoring 

a profile. Otherwise, tourism organizations cannot ensure their economic sustainability. 

 
As a conclusion, tourism is the unique industry that provides both moral and spiritual contribution to 

tourists, locals and tourism employees with the interaction and understanding between different 

cultures while it leads to rapid economic development in micro and macro scales. However, it seems 

that accommodation enterprises should be ready to tackle problems that may arise due to stereotypes 

towards foreigners, especially during times of rapid change. 
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