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Abstract

This article examines and reveals employer’s perceptions of the contribution Eastern European employees make to service delivery in the Chester visitor economy in the UK. Chester has a vibrant and significant visitor economy, receiving over 8 million visitors a year and has over 30% of its income generated from the tourism, retail & hospitality sectors. There is almost full employment in the region and many employers struggle to fill vacant positions, particularly at the lower skill levels. Many visitor economy employers are now reliant on migrant labour from Eastern Europe. The objectives of this study are to examine the experiences of employers of Eastern European employees and to compare and contrast the contribution of Easter European employees and local employees to the quality of service delivery. This article analyses the outcome of in-depth, one-to-one interviews with employers. The sampling frame comprises employers from a variety of accommodation providers within Chester and its environs. The findings suggest that some employers can put forward a number of clear, positive reasons for employing Eastern European workers. These reasons are mainly driven by the migrant workers having certain abilities which British employees lack. On the other hand however, some employers also suggest that Eastern European workers have certain limitations which could have implications for service quality delivery. 
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1. Introduction
1.1. Background to the Research

According to Kandampully (2002), hospitality and tourism constitute the largest sector of the service economy in almost all developed countries.  In the UK, hospitality industry is a significant growth area employing over 2 million people (Foskett, Ceserani and Kinton, 2003). “Until recently, labour for the hospitality industry was recruited primarily on a local basis regardless of geographical location.” (Choi, Woods and Murrmann, 2000, p. 64). However, as the hospitality continues to grow more rapidly and the decline in the local labour pool increases, it is facing the critical question whether there is a way to achieve a balance between supply and demand in workforce (Go, Monachello and Baum, 1996). 
Consequently, organisations have started to hire new employees form other countries. For instance, The Compass Group - the world's leading foodservice company - employs workers from Poland and Russia (Bell, Jarman and Lefebvre, 2004). Thus, it can be argued that the current worry regarding the labour shortage can be solved by using unevenly distributed labour forces throughout the world. Hence, immigration has played a vital role in supplying the hospitality industry’s labour market. Furthermore, to some extent this can be expected to continue. Yet, it is not clear whether international migration in the hospitality industry serves as a positive or negative factor (Choi, Woods and Murrmann, 2000). Thus, immigration is receiving an increasing attention of many people involved in the hospitality industry.
1.2. Justification for the research
Chester has a vibrant and significant visitor economy, receiving over 8 million visitors a year and generating over 30% of its income from the tourism, retail and hospitality sectors. The visitor industry is a major economic driver for the Cheshire and Warrington economy contributing £1.375 billion in 2004. The benefits of a strong Visitor Economy do not stop there as it is particularly important in creating jobs and supporting services and facilities that local communities depend upon. The Visit Chester and Cheshire ambitions are to increase Chester visitor economy to £2bn by 2015 as part of the long term Vision and Strategy. However, many employers now already struggle to fill vacant positions, particularly at the lower skill levels (Cheshire County Council, 2007; Visit Chester and Cheshire, 2007). Consequently, many hospitality employers are now reliant on migrant labour. 
The majority of recent migrant workers come from Eastern Europe as in May 2004, ten Eastern European nations joined the European Union and were given unfettered access to the UK’s jobs market, causing the biggest migration wave in the UK’s history (BBC News, 2006).The problem is that for many immigrants English is a second language, or a language that they cannot speak at all. “Many struggle with the idea of assimilation as they hope to return home when things are better in their country of origin.” (Tanke, 2001, p. 351). Furthermore, migrants tend to be socially and culturally rooted in their country of birth and such attachments are difficult to overcome (Choi, Woods and Murrmann, 2000). Consequently, concerns appeared whether international migration in the hospitality industry serves as a positive or negative factor in contributing towards service quality. Of course, raising the quality of the product and services in Chester and Cheshire are messages which cut across all of Visit Chester and Cheshire activity (Visit Chester and Cheshire, 2007). Therefore, there has been the need for empirical work to be done on the question of the impact of Eastern European workers on the quality of service delivery in Chester and Cheshire.  

1.3. Research Question

The overall aim of the research was to address:

Employers' perceptions of the contribution of Eastern European
employees to service delivery in the Chester visitor economy.
Aims and objectives of the investigation: 

· To conduct an unbiased piece of research using in-depth one-to-one interviews 

· To select an unbiased sample of employers from accommodation sector in Chester and Cheshire

· To examine employers’ experience with Eastern European employees

· To compare and contrast the contribution of Easter European employees and local employees to the quality of service delivery

1.4. Outline of Methodology 
A range of employers was interviewed according to size, type and location in order to gain a representative unbiased sample. The range of respondents provided a reasonably representative sample of 10 employers involved in the employment of Eastern European workers. Hence, series of semi-structured and unstructured interviews was carried out in order to gain primary quantitative data. Findings were compared to other reports considering the matter of employing migrant workers. Such reports are now going to be discussed in the literature review. 

2. Literature Review

2.1. Introduction

In May 2004, ten Eastern European nations joined the European Union and were given unfettered access to the UK’s jobs market. Opening boarders to the EU Accession States (Cyprus, the Czech Republic, Estonia, Hungary, Latvia, Lithuania, Malta, Poland, Slovakia and Slovenia) caused the UK experiencing the biggest migration wave in its history (BBC News, 2006). According to Inside Out England (2006), the government expected around 30,000 people would come to work in the UK. However, the reality was that twenty times more that number arrived. 

Between May 2004 and June 2006, 447,000 people from the Accession States registered to work in the UK (see Appendix A). Furthermore, “the government estimates that if self-employed people who do not need to register are included, the total is nearer 600,000.” (BBC News, 2006). While there are significant numbers from Lithuania and Slovakia, the vast majority of migrant workers come from Poland (Learning and Skills Council, 2006). Reaching the number of 264,560, Polish make up 60% of Eastern European workers in Britain (see Appendix B) (Migrant Workers in the North West, 2007; Tokarzewska, 2006).  

2.2. Review of Relevant Literature

Rather than charting the numbers of applicants, some analysis have been undertaken to investigate geographical distribution of migrant workers. According to LSC (2006), “the majority of migrants to the UK are based in London and the South East.” (p.5). Nonetheless, recent reports suggest that Eastern European workers have begun to locate more widely. Pemberton and Stevens (2006) were of the view that “the North West was attractive to migrant workers because of lower cost of living compared to London.” (p.99). Chamber News (2007) argued that many of Eastern Europeans choose to come to Crewe because it is an area of opportunity with good economic prospects and the promise of a prosperous future. Hence, as this piece of research is concentrating on Chester and Cheshire area, reports from surrounding areas of North West have been chosen in order to compare findings about migrant workers’ contribution to local employment.  

The government has stressed that the Accession States workers have been filling skills gaps in areas of shortage (BBC News, 2006). According to LSC (2005), the largest number of skill-shortage vacancies, as well as hard-to-fill vacancies is to be found in the North West. Consequently, employers in this region reported relying to a considerable extent on migrant workers. Here, Eastern European employees have become an important source of labour, with most employers believing that businesses would suffer or could not survive without migrant labour (Dench, Hurstfield, Hill and Akroyd, 2006). 
Furthermore, employers in Learning and Skills Council (2006) research suggested that “UK graduates cannot offer the skills we need, so we have to look abroad.” (p.12). However, some employers did not perceive there to be a major skills gap, rather they pointed to an attitude gap problem especially in younger British employees (Pemberton and Stevens, 2006). Yet, both of these reports agreed on the view that migrant workers not only have a very positive attitude towards work but they were also highly educated and skilled. 

However, it could be misleading to relay purely on findings of these above mentioned reports as they were conducted in a various sectors of industries such as engineering and manufacturing, transport and distribution, environment and land-based industries, tourism sector, or finance, IT and telecommunication. Conversely, this piece of research concentrates specifically on employers' perceptions of the contribution of Eastern European employees to service delivery in the Chester visitor economy. Thus, it was suggested to be of greater importance to investigate into other reports which findings were based purely on a research in the hospitality sector.  

Tokarzewska (2006) argues that only in 2006, 72,000 workers from Eastern Europe have entered the hospitality, leisure, travel and tourism sector. Moreover, in Scotland for instance, the biggest single contingent of workers was found in the hospitality and catering industry (BBC News, 2006). Similar thing was also recorded by hospitality employers in Cheshire.  According to Chamber News (2007), the significant migrant-based increase to the hospitality workforce in South Cheshire is to be welcomed; moreover, it has been vital to its continuing success. 

Such view is supported by the majority of employers in this industry, who say that Eastern European workers are very enthusiastic, hardworking and their customer service skills are excellent. Some general features were identified by one hotel employer:

Our experience with migrant workers, and everyone else I have spoken to has shared this, has been great as they are fantastic people to work with. Their work ethic is quite unlike anything we have seen in this country for years and they are really nice people to work with and a lot of them are skilled, having done full university courses, qualified in Poland in different skills. (Tokarzewska, 2006, p.2).

By contrast, People1st Employer Panel Survey (2006) has revealed that opinions are divided on whether the recent influx of EU Accession State workers has had a positive impact on the UK’s hospitality industry. When employers where asked: ‘How would you rate the customer service skills of EU Accession state workers compared to UK born staff?’, only 44% said better, 42% stated the same, and 14% said worse. 

However, according to Migrant Workers in the North West (2007), the hospitality industry feels that the influx of migrant workers over the last two years has been nothing but a positive development. The main reasons given for this were that Eastern European workers have a better work ethic than British employees, positive attitude towards work and they are more skilled and experienced than UK born staff. Many studies (Lowings, 2006; LSC, 2007; Roberts, 2006) suggest that employers regularly comment on the lack of work ethic and attitudinal issues inherent in young British employees entering the sector. This leaves concerns about their ability to provide excellent customer service. Nevertheless, respondents in tourist areas within Wales, Scotland and Northern Ireland feel that their customers preferred to be served by local staff (People1st Employer Panel Survey, 2006).  This phenomenon might have occurred because “local staff members are not only familiar with local cultural mores, but also are well placed to overcome any language communication barriers that might exist.” (J. Kandampully, 2002, p. 249).
This might be the cause for some employers to prefer British workers over migrants as employers’ main concerns of employing Eastern Europeans are related to English language skills and the preconceptions and views of customers. Poon (1998) agree with such matter suggesting that in Europe, one of the main trends uncovered by the European Travel Data Centre is the customers’ need for personal attention and more communication during any customer service. Language skills are therefore an issue of increasing importance. 
Unfortunately, it was concluded in LSC (2006) report that the standard of English language had been higher amongst the first migrant workers to arrive in the post-2004 period than it was with the recent arrivals. Furthermore, the language barrier has been deemed to have had a ‘knock-on’ effect on the management and administration time of employers who engaged in employing migrant workers (Dench, Hurstfield, Hill and Akroyd, 2006). However, in spite of this aspect not relating to the objectives of this research, it is going to be mentioned in greater details in the conclusion – recommendation section of this report. 

Coming back to language barriers, LCS (2007) argued that language problems were cited as the only disadvantage to employing Eastern European labour. Yet, People1st Employer Panel Survey (2006) suggested that employers also claimed difficulties for migrant workers to integrate with domestic staff or workers from other countries. What is worse, Eastern European employees would speak their own language in front of customers who perceived it as rude. Nevertheless, according to Haque (2002), migrant workers are more likely to be employed in the customer contact service sector than are the UK born staff. It could be argued that this is because of their skills and knowledge being far better than of the UK born employees. According to Lowings (2006), the kinds of British learners leaving college often lack basic skills causing concerns about their ability to get the job done. 

Nonetheless, despite migrants having wider knowledge of and better experience in the hospitality sector, the quality of service provided by Eastern European workers can be influenced by some characteristics of the industry itself. Wright (1999) stated that organisations engaging in tourism and hospitality (which is well known for its seasonal pattern) tend to employ contingent workers who do not have the security of permanent employment and salary, and therefore they “do not identify with the organization or display the commitment that other employees do.” (Robbins and Couter, 2005, p. 410).  
Following on from that, there are also concerns that some employers are simply exploiting those willing to work for low wage which can have negative influence on the quality of service. Yet, Tokarzewska (2006) argued that this phenomenon had no effect on the quality of service provided by migrant workers as they preferred to be exploited in other countries than in their own country. Casciani (2006) explain this in his study about Polish workers in the UK, arguing that “back home in Poland, David was a teacher, taking home the equivalent of £200 a month. But thrusting flyers in London nets him £600.” (p. 1.). Consequently, when asked about their satisfaction with working in the UK, two-thirds of new arrivals to the UK claimed that they are happier here than back in Poland (Davis, 2006). 

It could be therefore argued that Eastern European labour in the UK is prepared to work hard for the minimum wages and provide a high quality service in the hospitality industry which offers long and unsociable hours and a lack of real career opportunities (Roberts, 2006). Nevertheless, opinions are divided as to whether this latest wave of Eastern European workers has had a positive impact on the hospitality, leisure, travel and tourism sector. For example, LCS (2007) report divided employers’ views about migrant workers into three groups – reluctants with negative perceptions of migrant workers, pragmatists with balanced views, and advocates with positive opinions about migrant employees. 
However, such statements are based on employers’ experience with employing migrant workers, but the actual implications that migrant workers have on service quality remain undiscussed by previous reports. Therefore, this research is going to attempt to bring light into this matter concentrating on Employers' perceptions of the contribution of Eastern European employees to service delivery in the Chester visitor economy.
Considering the methodology used by previous researchers, one-to-one interviews appeared to be the most appropriate research method for the purpose of this piece of research. Similarly, Inside Out England (2006) research used one-to-one interviews when a successful survey to discover how people in the UK perceive migrant workers was conducted. Furthermore, other reports (LCS, 2006; Pemberton and Stevens, 2006; Dench, Hurstfield, Hill and Akroyd, 2006) used in depth interviews in order to address employers’ perceptions of migrant workers. By contrast, People1st Employer Panel Survey (2006) study was undertaken using questionnaire, having only a 15 % response from hospitality employers. Consequently, this research was conducted using one-to-one in depth interviews method, which is now going to be discussed. 
3. Methodology 

3.1. Introduction

Ghauri and Gronhaug (2002) argued that the research problem and its purpose determine which methods and techniques are most suitable to use. Considering the research topic - Employers' perceptions of the contribution of Eastern European
employees to service delivery in the Chester visitor economy - exploratory studies were selected to be the most suitable method to use as it was a valuable procedure to discover what is happening; to seek new insights; to ask questions and to assess phenomena in a new light (Robson, 2002). 
Furthermore, “exploratory designs are adopted in order to discover what the issues might be.” (Jankowicz, 2005, p. 199). It is generally accepted that, for exploratory research, qualitative methods are most useful. This is because there are areas of social reality which quantitative data simply cannot measure (Silverman, 2000). Consequently, it was concluded for this piece of research to be qualitative as this method can lead to explanations and to uncovering persons’ experience and opinions. 

3.2. Methodological Considerations
Apart form the fact that qualitative data fitted the purpose of the research question, they were also chosen for its attractiveness such as:

They are rich, full, earthly, holistic, real; their face validity seems unimpeachable, the preserve chronological flow where that is important, and suffer minimally from retrospective distortion; and they, in principle, offer a far more precise way to assess causality in organizational affairs than arcane effort like cross-lagged correlations. (Miles, 1979, p. 117).                                                      (in Ghauri and Gronhaug, 2002).   

In spite of these strengths of qualitative research, such method is not without its inherent weaknesses. The collection and analysis of data were time-consuming and furthermore, the sheer volume of data obtained could overwhelm the researcher and consequently inhibit data analysis. However, the rules of logic applied to the verbal data enabled the researcher to make sense of the evidence and to analyse the data appropriately (Eldabi, Irani, Paul, Love, 2002). 
As there might appear difficulties in analysing the collected data, it could be argued that the skills and experience of the researcher play an essential role in the analysis of data. Therefore, during analysis of the data, the researcher attempted to think abstractly, step back and critically analyse information, recognise and avoid biases, to have theoretical and social sensitivity and the ability to keep analytical distance while at the same time utilising past experience (Ghauri and Gronhaug, 2002).

Analysis of qualitative data allow a researcher to examine a topic in great depth, addressing many of the ‘why’ questions and providing a deeper understanding of what is actually occurring (Given, 2006). In other words, qualitative researchers consider that it is not possible to assign meaning to a phenomenon without describing the context and understanding the position of the people who affect, or are affected by the phenomenon. Hence, direct and in-depth knowledge of a research setting were necessary to achieve contextual understanding. As a result, qualitative research methods were associated with ‘face-to-face’ contact with people in the research setting (Eldabi, Irani, Paul, Love, 2002). 

Easterby-Smith, Thorpe and Lowe (2003) support such theory arguing that qualitative data are often collected by interviews which are considered the most fundamental of all qualitative methods. Following on from that, Saunders Lewis and Thornhill (2003) also found that "managers are more likely to agree to be interviewed, rather then complete a questionnaire.” (p. 250). In exploratory study, in depth interviews can be very efficient to conduct discussion not only to reveal and understand the ‘what’ and the ‘how’ but also to place more emphasis on exploring the ‘why’. Furthermore, such study should include interviews in order to understand the reasons for attitudes and opinions and to infer casual relationships between variables (Jankowicz, 2005). Consequently, this research was conducted on the basis of in depth interviews. 

 In depth interview represents collecting primary data which are gained for the particular purpose of a research and consequently overcome the problem of secondary data which may not always be relevant to the particular study. In spite of the advantage that primary data were more consistent with the research question and objectives, collection of primary data also had its disadvantage. It took a long time to collect the data as well as it was difficult to gain access to interviewees who were willing to cooperate (Ghauri and Gronhaug, 2002). However, this problem was partly solved by the long period of time given for completing this project and partly by the access to accommodation providers’ database held by Visit Chester and Cheshire. 

Coming back to in depth interviews as a research method, Stokes and Bergin (2006) argue that for exploratory study two types of interviews are most appropriate. These are semi-structured and unstructured interviews. Semi structured interviews have the topics and issues to be covered, sample sizes, people to be interviewed and questions to be asked determined beforehand. This minimises possible bias arising from the sequence in which subject matter is addressed, from any inadvertent omission of questions, and from unrepresentative sampling (Saunders et al., 2003). 
On the other hand, unstructured interviews give the respondent almost full liberty to discuss reactions, opinions and behaviour on a particular issue. In other words, “unstructured interviews go further in the extent to which emphasis is placed on the interviewee’s thoughts.” (Denscombe, 2003, p. 167). The researcher’s role is to be as unobtrusive as possible which leads to acquisition of more accurate and clear picture of a respondent’s position or opinion. (Finn, Elliott-White and Walton, 2000)

In order to make decision about which of the two types of interviews should be used in this research, Denscombe’s (2003) statement was considered noting that “semi-structured and unstructured interviews are on a continuum and, in practice, it is likely that any interview will slide back and forth along the scale.” (p.167). Consequently, this research combined unstructured and semi-structured interviews method having the topic to be covered, sample size and people to be interviewed determined beforehand but leaving the interviewees to ‘speak their minds’ with open-ended answers. 
Yet, the researcher had a list of areas that should be covered during that interview (see Appendix C). However, in spite of the discussion guide being piloted beforehand, it proved to be too general in terms of the areas suggested. Interviewees very often moved away from the topic as they were speaking. Thus, it could be argued that more specific questions could have been included in the discussion guide. However, having no specific questions to be asked limited interviewer bias created by an attempt to impose own beliefs and frame of reference through the questions the interviewer asks. Hence, it could be argued that when used in combination with each other, the validity of collecting and analysing the research findings was enhanced ( Finn, Elliott-White and Walton, 2000).
The most common type of semi-structured and unstructured interviews is the one-to-one variety because it is relatively easy to arrange as only two people’s diaries need to coincide. Furthermore, the one-to-one interview is relatively easy to control as the interviewer has only one person’s idea to grasp and interrogate (Easterby-Smith et al., 2003).  Nevertheless, to undertake a successful one-to-one interview, the researcher must develop the trust and rapport with the interviewee in order to obtain information of high validity and reliability (Finn et al., 2000). This was identified as a disadvantage of in-depth interviews – they demanded a skilled and cautious interviewer in order to be unbiased. Therefore, for purpose of this research the interviewer attempted to be understanding, non-judgemental, sympathetic, able to empathise, knowledgeable of the situation and able to appreciate the interviewee’s point of view (Armstrong, 2001).  

3.3. Ethical considerations
Such practices by interviewer should limit interviewee or respondent bias which is caused by perceptions about the interviewer or in relation to perceived interviewer bias (Saunders et al., 2003). However, it was noticed during the interviews that some of the respondents possibly adjusted their answers because they felt intimidated by the fact that the interviewer was from Eastern Europe. Consequently, if this research was to be conducted again, in depth one-to-one interviews would be used in combination with another method, such as questionnaires or e-mail conversation, where there is no direct personal contact with the researcher. Nonetheless, it would not be advised to rely purely on this method as it has proven to be inefficient in previous researches where there was a little response recorded from employers.

Since the responses of employers who engaged in this research have been based upon individual experiences, the anonymity of interviewees has been preserved throughout the report. 
3.4. Research design and procedures
It was initially envisaged that a range of employers would be interviewed according to size, type and location in order to gain a representative unbiased sample. Indeed, approaches were made to a number of employers in Chester and Cheshire accommodation sector. However, in practice, finding employers willing to participate in this research proved to be the most difficult aspect of the brief, in spite of the Visit Chester and Cheshire providing a contact list of employers whom they were in cooperation with and who were known to employ migrant workers. 
Consequently, the research sample was enriched by hotels slightly outside of Cheshire area, such as Knutsford and Ellesmere Port (the sample can be seen in Appendix D). Although not as comprehensive an overview as had originally been envisaged, the range of respondents did provide a reasonably representative sample of 10 employers involved in the employment of Eastern European workers. Hence, field work was conducted between 8th of January and 1st of April. A series of semi-structured and unstructured interviews was carried out with regard to employers’ perceptions of: 

· Top five criteria of a good customer service
· How are Eastern European employees performing against these criteria 

· How are British employees performing against these criteria

· Which group of employees deliver better customer service and why.
4. Findings

4.1. Introduction
This range of areas was subsequently discussed with each employer through face-to-face interviews. As there were number of points of interest made in this respect, it was therefore possible to classify responses under five broad headings, each of which is elaborated upon below:

· Communication skills

· Team work and integration

· Work ethic and attitude

· Skills and knowledge

· Customer service

· Challenges - Lack of local employees, Employees referrals and Labour turnover.
4.2. Communication skills 

According to Learning and Skills Council (2006) and Pemberton and Stevens (2006), the primary difficulty faced by all employers in terms of employing migrant workers related to language barrier. Similarly, participants in this research expressed the perception that the biggest drawback in employing Eastern European workers was language limitation. It was generally felt that due to lack of understanding of English, migrant workers took longer to go through the training process and consequently, made the process more difficult for the employer. 
However, this was suggested only by the organisations where training was a very difficult and diverse process including health and safety tests, computer tests, watching educational programmes and so on. Moreover, two of the employers suggested that it can be even easier to train Eastern European workers as they have positive attitude towards work, better concentration and an extreme drive to become good at their job. It has been claimed by one of the participants that: 

“Migrant workers are more determined to become good at the job so they will study harder and dedicate it more of their free time.”. 

Nevertheless, another employer cited that: 

“Eastern European workers can often take advantage of the perceived language barrier, claiming that they do not understand what their manager want them to do, but in fact, they do understand very well and they know exactly what is being desired from them to do.”. 

Furthermore, interviewees in general highlighted that migrant workers had difficulties with understanding of ‘local / industry terminology’ such as ‘pint of Chinese’, eggs served ‘sunny side up’ and so on. Thus, it was concluded that in spite of Eastern European workers being very enthusiastic about and very fast at learning English, their gaps in industry related language terminology had impact on service delivery. Consequently, nearly a half of employers claimed that they received negative comments, regarding Eastern European workers, from customers: “It is here like being in the gulag. The waitress did not understand what I was saying. Do you not employ people who speak English?”, and so on. Yet, examples were also cited of customers being extremely happy, suggesting that migrant workers have brilliant English and they are very polite with customers.

By contrast, a number of practitioners also raised concerns about the fact that Eastern Europeans can sometimes be very direct and say something which in the UK might be perceived as too forward or even rude. One of the interviewees noticed that due to their ‘broken’ English (they do not know what to say and how to say it) Eastern European workers might sound more abrupt than British employees. Unfortunately, this can cause a serious problem as “effective communication with customers can be a winning business strategy in the service sector.” (Go, Monachello and Baum, 1996, p. 72).  
Poon (1998) supports this statement suggesting that in Europe, one of the main trends uncovered by the European Travel Data Centre is the need for personal attention and more communication during any customer service. The author argues that:
Consumers want to be served by people whom they can talk to. They may ask about the ingredients used to prepare their meals or about the local flora and fauna. They want service personnel who can answer their questions correctly, responsively and with a human touch. (p. 249). 

4.3. Team work and integration

Nevertheless, effective communication to customer is as important as effective communication in the workplace because it promotes goodwill, trust and personal satisfaction between everyone. It builds respect and rapport between employees and creates a more team-oriented environment (O’Shannessy, Minett and Hyde, 2002). 
However, Go, Monachello and Baum (1996) argued that “unfortunately, for most individuals, effective communication skills like supportive communication and active listening do not come naturally.” (p. 72). Consequently, some of the employers were of the view that British workers, despite speaking English, appear to have problems with internal communication which causes further problems with team-working. What is more, in their research Pemberton and Stevens (2006) argue that low integration may be exacerbated by British workers ignoring or even excluding migrant employees when talking, socialising or bantering. 

On the other hand, it can be the Eastern European workers whose behaviour increases the risk of creating problems with integration and team-working. According to Chamber News (2007), the feedback on migrant workers is that they are conscientious and keen to integrate into the local workforce. However, during interviews there has been a different opinion recorded about the integration of Eastern Europeans. A few of the respondents confirmed the view that migrant workers mixed in well with the British and that they made effort to work all together as a team. Yet, more than a half of interviewees stated that Eastern European employees do not mix well with the British workers, suggesting that: 

“At work, they keep socialising with their own ethnic groups and furthermore, they keep talking their own language in front of British colleagues who feel they are being spoken about.”

 In Learning and Skills Council (2006) report, one of the participants claimed that it would help to improve team-work if Eastern European workers socialised more with the British employees. However, “the socio-cultural perspective holds that human attitudes and behaviours are influenced and determined largely by the socio-cultural forces around them.” (Tavris and Wade, 2001, p. 30). Duffy (2001) explains this theory stating that “one rotten apple can spoil a whole barrel of good ones.” (p. 160). In other words, there is the risk that if migrant workers socialised with the British employees more in order to develop better team-work, the British could create low morale amongst good employees who could eventually develop a ‘what’s the point?’ attitude.

4.4. Work ethic and Attitude 

According to Learning and Skills Council (2006) and Pemberton and Stevens (2006), the primary reason given by employers for employing migrant workers was their positive attitude to work. This view was strongly mirrored by employers in Cheshire accommodation sector. Eastern European workers were generally perceived to have a stronger and more positive work attitude and ethic than UK-born employees. Migrant workers were seen as very hard working, dedicated, very reliable and punctual, obedient and respectful of authority, highly committed, and willing to do any kind of job. Conversely, British workers were perceived as less enthusiastic with very low attitude towards work, less willing and even lazy, with higher levels of sickness and low commitment in terms of not turning up for work or with poor timekeeping. 
One of the employers identified the problem with British attitude as a lack of understanding of what luxury is about. 

“For British employees their employment represents ‘just a job’. They think that when they speak English, they are better than EE and do not make any effort to provide a high quality service. And this can have serious implication on customers’ satisfaction.”  

Looy, Gemmel and Dierdonck (2003) argued that there is an inherent link between customers’ satisfaction with service quality and employees’ behaviour - the way employees feel and act has an impact on the quality of the service delivered. Therefore, positive attitude is of essential importance as “employees feeling enthusiastic about their job not only communicate this feeling both verbally and non-verbally, but there are also eager to work hard towards satisfying their customers.” (Looy, Gemmel and Dierdonck, 2003, p. 183). 

Moreover, for a company to succeed, it is necessary for employees to have a desire to do their best (Hollinshead, Nicholls and Tailby, 2003). Vast majority of the employers spoken to claimed that unlike British employees, Eastern European workers are more determined to succeed, more eager to please, very single minded in their ambition to achieve the level of being brilliant in the job and serve the customer the best they can. 
According to Ford and Heaton (2000), there really is something different about outstanding hospitality employees. These authors called them ‘lovers’ because they love to provide great service and consequently, can provide their guest with a ‘feel good’ level of service. It feels good because the server somehow connects with the guest in a way that builds a relationship which makes the guest feel that there is something special and memorable about the experience. Unfortunately, Ford and Heaton (2000) estimate that “people who love to serve represent only one in ten of the available workforce.” (p. 142). This has been agreed with by three interviewees who suggested that: 

“British people love to be served but they do not like to serve.” 

The problem is as Bach and Sisson (2000) report, drawing upon WERS98, that the UK is now predominantly a service economy which by its nature requires not only workforce that loves to serve but also flexible workforce. Flexibility, however, is an ambiguous concept placing pressure on employees (in Gennard and G. Judge, 1999). Therefore, it is very much valued by employers, that migrant employees are able to work flexible and longer hours.

“Migrant workers are happy and willing to do a lot more hours, work longer hours than British and are not complaining that the job is hard. They are never off sick and they take any extra work.”. 

Conversely, according to the respond of interviewees, British employees are less willing to work flexibly, they are not willing to work as hard and to do as many hours and they are always complaining how hard the job is. It can be argued that this major difference in the work attitudes between migrant and British workers can be down to their culture background. “The culture and groups people belong to shape their thoughts, feelings and behaviour by setting acceptable and unacceptable norms.” (Kusluvan, 2003, p. 30). Consequently, cultural background and differences can have significant implications for people’s attitudes towards work and their employing organisation (Hollinshead, Nicholls and Tailby, 2003). However, it was noted by a few employers who participated in the research that:

“Once Eastern European workers spent some time doing the job, they knew how to do the job, they found their way around their duties, became fed up with the job and lost their enthusiasm and willingness.”.

Part of the problem, it was suggested, was that migrant employees became bored with their jobs as their knowledge and skills were far above those required.

4.5. Skills – knowledge 

Unsurprisingly, a large proportion of migrant hospitality employees are workers with other formal educational backgrounds (Hjalager and Andersen, 2001). They take up jobs in the hospitality industry due to their lack of English language. Some employers felt that over-qualified migrants in menial jobs are likely to become dissatisfied and effectively assume the mindset of an unwilling UK worker or once they had overcome the language barrier they would be seeking work at higher levels (Learning and Skills Council, 2006). Most of the interviewed employers shared the same opinion fearing that both scenarios could result in unskilled positions going unfilled. 

This is because “the public-at-large and people working in the hospitality and tourism sector tend to have a negative image of its attractiveness as a career employer.” (Choi, Woods and Murrmann, 2000, p. 62). Nonetheless, according to Dench, Hurstfield, Hill and Akroyd (2006), migrant workers perceived the hotel and catering sector as a good industry to work in and they wanted to gain more experience in it. Contrary opinions were held by domestic workers who did not view this work so positively. 
Thus, a common comment by participants was that attracting and retaining well-educated and skilled British workers is a chronic problem for the hospitality and tourism industries. Some of the employers argued that this is caused by the education gap in the UK. 

“The problem in the UK is that something like this is not seen as a profession and therefore there is lack of knowledge and qualification among British employees.” 

However, Pemberton and Stevens’s (2006) report claims that employers in this research did not perceive there to be a major skills gap in the UK. Yet, according to Learning and Skills Council (2006) research, one further issue of employers’ concern was that “UK graduates cannot offer the skills we need, so we have to look abroad.” (p.12).

By contrast, in Eastern Europe there are many highly professional colleges such as Hotel Academies and Business and Tourism Schools which provide students with valuable hospitality industry related skills and knowledge (Fogel, 1990; Matlay, 2001). Hence, many of the Eastern Europeans are very highly educated with better knowledge of the job. Nevertheless, in service industry employers seek not only well educated workers, but also workers with personal characteristics likely to make them interact and perform effectively. Thus, especially in the hospitality industry, sociability, friendliness, drive, honesty/integrity, conscientiousness and adaptability are more important selection criteria than knowledge and skills in the name of customer care (Lucas, 2004).
4.6. Customer service
According to the majority of respondents in the research sample, both of the employees, British and Eastern European, have all of these essential characteristics.
“Both nationalities are friendly, smart, and sociable with the customers, well mannered and smiley. If they were not, they would not work here.”. 

Yet, there are differences between these two groups with regards to customer integration. It could be argued that this is again due to the cultural differences because, in particular, if the service provider and the customer come from different cultural backgrounds, there can be serious implications with regard to that most important of hospitality issues – the perception of service delivery (Kandampully, 2002).
Consequently, some employers were of the view that British employees have prominent customer service experience, in terms of knowing the customer market better than migrant workers. British employees may behave more pleasant towards the customer as they know the customer’s habits better and they can speak more to the customer and serve better their needs. One of the employers mentioned that:

“Pleasing the customer is easier for a British member of staff as the British employees are better at knowing what the customers want.”.

Interestingly, another interviewee claimed that:

“British employees do not have the advantage of knowing the customer better because when Eastern European workers have the basic English they will get a strong bond with the customers because of the very positive EE attitude towards work and serving a customer.”. 

However, despite the advantages and disadvantages cited, employers expressed no real preference for either migrant or domestic workers, suggesting that both nationalities provide the same high quality service for British customers. Yet, two employers noted that Eastern European employees outperform their English colleagues by miles. 

 “On the other side of the coin is the growing cultural diversity of hospitality consumers. These multicultural consumers will demand some adjustments in service styles and qualities.” (Tanke, 2001, p. 349). Therefore, as society becomes more global, “the customer-contact employee will be required to know and recognise an increasingly diverse range of languages, customs, symbols, or nonverbal messages in order to provide the higher levels of service expected.” (Olsen, West and Tse, 1998, p. 38). Consequently, employers taking part in this research appreciated the added benefit of employing migrant workers – multi-lingual workers were able to speak, relate to or attract some non-English-speaking customers. 
Yet, there were also problems with Eastern European employees speaking among themselves in their own language, which was perceived negatively by British customers who saw it as rude. In order to overcome this problem, the hiring of local labour can be an important strategy in decreasing cultural problems. “Local staff members are not only familiar with local cultural mores, but also are well placed to overcome any language communication barriers that might exist.” (J. Kandampully, 2002, p. 249). However, employing local staff creates some challenges for employers in the UK. 

4.7. Challenges - Lack of local employees, Employees Referrals and Labour Turnover

A particular cause for concern, noted by practitioners interviewed, was of the shortage of local employees and the difficulty with recruiting British employees. One employer in Pemberton’s and Steven’s (2006) research claimed that the main reason for employing migrant workers is a shortage of local candidates. Understandably, a high supply of EE workers ‘takes a huge weight of the employers’ shoulder’ as they can rely on many application forms coming from the migrant workers.
Moreover, from a recruitment perspective, migrant employees will often have a pool of similar friends or family members as potential candidates for future vacancies. Gennard and Judge (1999) noted that referrals by current employees can represent large source of employees for many hospitality organisations. “A bonus of this strategy is that existing employees who bring in their friends feel responsible for them and their performance. They exert positive peer pressure and encourage the new employees the sponsored to do well, to the organisation’s benefit.” (Ford and Heaton, 2000, p. 150).  

However, according to participants in this study, a few organisations feel conscious about employing only migrant workers and none British workers. It could be argued that this is because for example, respondents in tourist areas within Wales, Scotland and Northern Ireland feel that their customers preferred to be served by local staff (People1st Employer Panel Survey, 2006).  Furthermore, employing only migrant workers can lead to problems with staff turnover because, as they are friends or family, they all start working at the same time, but they also want to leave all at the same time causing staff shortage. 
Moreover, vast majority of employers noted that Eastern European staff stays in the employment only for a short period of time – 1 or 2 years. 

“Some of the migrant workers stay only for as long as their English is improved and then they move on to better jobs. Others just stay for the time long enough for them to earn a lot of money and then take them back home.”

Yet, a few of the employers suggested that migrant workers do not make the labour turnover any higher than it would normally be. Looy, Gemmel and Dierdonck (2003) suggest that “many hospitality and tourism organisations experience persistently high rates of staff turnover.” (p. 6). According to International Labour Organisation (ILO) (2001) the turnover rate for operational employees is 51.7 per cent in the US. The same study observes an annual turnover rates of 30 per cent in Asia, and 42 per cent in the UK. Rowley and Purcell (2001) support this statement claiming that in the context of the United Kingdom, a job tenure of 18 months to two year has been accepted as normal labour turnover, even by the best practice employers. 

5. Conclusion – Recommendation

Dench, Hurstfield, Hill and Akroyd (2006) revealed in their report that the language barrier has been deemed to have had a ‘knock-on’ effect on the management and administration time of employers who engaged in employing migrant workers. Similar phenomenon has been noted by employers who participated in this research. Employers suggested a few recommendations which would be of a great help to them. Firstly, there was felt to be potential to provide employers with assistance in translating foreign qualifications into UK equivalents. Secondly, the majority of respondents indicated that they would like support in respect of training and translation of health and safety documents as well as documents of employment law. One employer suggested that bi-lingual Welfare Officers could specialise in dealing with some of the support issues just mentioned. 
6. Conclusions and Implications
6.1. Conclusion About Research Questions

· To examine employers’ experience with Eastern European employees
Participants in this research expressed the perception that the biggest drawback in employing Eastern European workers was language limitation. Furthermore, interviewees in general highlighted that migrant workers had difficulties with understanding of ‘local / industry terminology’ which had impact on the service delivery. By contrast, a number of practitioners also raised concerns about the fact that Eastern Europeans can sometimes be very direct and say something which in the UK might be perceived as too forward or even rude.

The main advantage of hiring migrant workers for these employers was that migrants were perceived to have a stronger and more positive work attitude and ethic than UK-born workers. Migrant workers were seen as very hard working, dedicated, very reliable and punctual, obedient and respectful of authority, highly committed, and willing to do any kind of job.
· To compare and contrast the contribution of Easter European employees and local employees to the quality of service delivery

Vast majority of the employers spoken to claimed that unlike British employees, Eastern European workers are more determined to succeed, more eager to please, very single minded in their ambition to achieve the level of being brilliant in the job and serve the customer the best they can. Conversely, British workers were perceived as less enthusiastic with very low attitude towards work, less willing and even lazy, with higher levels of sickness and low commitment in terms of not turning up for work or with poor timekeeping. Thus, as employee attitudes and behaviour influence service quality and customer satisfaction, it could be argued that Eastern European workers are able to provide better customer service. 

However, some employers were of the view that British employees have prominent customer service experience, in terms of knowing the customer market better than migrant workers. It was suggested that British employees may behave more pleasant towards the customer as they know the customer’s habits better and they can speak more to the customer and serve better their needs. On the other hand, it was also claimed that British employees do not have the advantage of knowing the customer better because Eastern European workers can achieve a strong bond with the customers because of their very positive attitude towards work and serving a customer.

6.2. Overall Conclusion about the research problem

Many of the Eastern European workers are very highly educated with better knowledge of the job, filling the education gap of UK born workers. Moreover, migrant workers are also filling the ‘right attitude’ gap left by British employees. Nevertheless, their English language skills are felt to be the key issue for migrant workers and the biggest barrier to such individuals utilising their existing skills and qualifications within the workplace. However, despite the advantages and disadvantages cited, the majority of employers expressed no real preference for either migrant or domestic workers, suggesting that both nationalities provide the same high quality service for British customers. Both groups are friendly, smart, well mannered and sociable with the customers. Yet, two employers noted that Eastern European employees, due to their very positive attitude and the extreme drive to please customers, outperform their English colleagues by miles. 

6.3. Critical Evaluation of Adopted Methodology, Limitations of the Study and Opportunities for Future Research

It was initially envisaged that a range of employers would be interviewed according to size, type and location in order to gain a representative unbiased sample. However, in practice, finding employers willing to participate in this research, proved to be the most difficult aspect of the brief. Thus, it could be argued that, in spite of the range of respondents providing a reasonably representative sample of 10 employers, the sample size for this research was particularly small. For instance, the sample sizes obtained by other researches such as Pemberton and Stevens (2006) or Dench, Hurstfield, Hill and Akroyd (2006) were found to be much bigger, including around 30 employers. The true significance of the findings of this study was therefore felt to be limited due to the lack of availability of the data information.  

Moreover, the credibility of the data could have also been weakened as some of the respondents possibly adjusted their answers because they felt intimidated by the fact that the interviewer was from Eastern Europe. Consequently, if this research was to be conducted again, in depth one-to-one interviews would be used in combination with another method, such as questionnaires or e-mail conversation, where there is no direct personal contact with the researcher. Nevertheless, this study was limited to feedback only from employers. 
To understand the importance of contribution of Eastern European workers to service quality, future research could concentrate on customers’ feedback variables as such information might be of better use. Furthermore, one of the main objectives of this research was to examine employers’ experience with Eastern European employees and not to provide recommendations for solution of any problems arising from employing migrant workers. Thus, future study could concentrate on finding solution for any possible problems in recruiting migrant workers. 
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Appendix C

Discussion guide 

What are your top five criteria of a good customer service?

How are your Eastern European employees performing against these criteria? 

                          To what extent are they meeting it?

                          What are the employees’ abilities and limitations?

                          Are there any specific challenges relating to this group of employees?

How are your British employees performing against these criteria? 

                          To what extent are they meeting it?

                          What are the employees’ abilities and limitations?

                          Are there any specific challenges relating to this group of employees?

Which group of employees deliver better customer service and why?

Appendix D

The Sample

	Hotel
	Location

	Queen Hotel
	Chester

	Mere Golf & Country Club
	Nr Knutsford

	Green Bough Hotel
	Chester

	Ramada Chester
	Chester

	Holiday Inn Express Chester Race Course 
	Chester

	The Westminster Hotel
	Chester

	The Mill Hotel & Spa
	Chester

	Holiday Inn Ellesmere Port
	Ellesmere Port

	Dene Hotel
	Chester

	Park Royal Hotel
	Runcorn
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