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Abstract 

 
 
The focus of the paper is on tourism culture as it operates where commercial hospitality is on 
offer, especially at hotels and resorts in developing countries.  It is suggested that three quite 
distinct perspectives can assist in helping us understand this aspect of tourism culture, which 
emerges where worker and tourist roles inevitably converge and interact.  In themselves, such 
perspectives are not new, but they rarely seem to have been applied in the context of hotels 
and resorts.  The first perspective, derived from the work of Homi Bhabha, conceives of tourism 
culture as hybrid in nature, operating in a ‘third space’ between tourist and ‘host,’ and directs 
attention to the uncertain and negotiated aspects of tourism culture.  In the second, that of the 
socio-technical system, tourism culture is seen as an interface between, on the one hand, the 
formal operational rules and procedures designed to deliver an organisation’s mission and, on 
the other hand, the on-going and lived-in cultures brought into the  ‘system’ by tourists and the 
hospitality providers.  The third perspective, that of the total institution, derived from Goffman, 
focuses to the social and physical boundaries that separate the hotel or resort from the outside 
world and on the cultural practices that serve to further differentiate it and its population from 
the outside.  It is suggested that use of these perspectives can further our understanding of the 
nature of tourism at different destinations and the ways hotels and similar institutions impact 
on both staff members and holidaymakers.  As a consequence, they are theoretically, 
empirically relevant and politically important.   
 
Key words: tourism, hospitality, culture, hybridity, socio-technical systems, total institutions, 
hotels, resorts. 
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Introduction 

 
In the broad anthropological sense, culture may be defined as everything we learn about taking 
our place in human society and underpins the framing of our world views, our norms and 
values, and conditions our negotiated path through everyday social reality.  It is almost a truism 
to note that cultures vary considerably across ethnic and national boundaries and affect the 
performance of organisations (Hofstede, Hofstede and Minkov, 2010) and prioritising culture as 
an important factor in tourism is hardly new.  It runs like a thread through the entire fabric of 
travel and tourism and the movement of tourists (and other migrants), and the movement of 
cultures are intimately related.  It is indeed the case that ‘cultures travel, too’ (Rojek and Urry 
1997: 10).  Culture is a vital conditioning factor in the relationships of tourists and residents of 
destination areas (Hottola 2004; Pearce 1995 and 2005: 113-134; Reisinger 2009), in the 
formation and reformation of patterns of everyday life in tourist destinations (Fisher 2004; 
Grünewald 2002; Pi Sunyer 1989), or in the way policies are determined for tourism 
development (Schroeder and Sproule Jones 2012).  Culture is also at the heart of the tourism 
‘product,’ whether formally sold as ‘heritage’ or ‘cultural tourism’ (Harrison and Hitchcock 
2005) or presented as an element in the attraction of ‘difference’ and ‘the other.’  As such, 
when marketed to tourists, ‘culture’ or ‘heritage’ may bring groups or categories of people 
together in a common identity (Soper 2008: 55) or, perhaps simultaneously, be the locus of 
hotly contested identities and perceptions of place (Harrison 2005a and 2005b).  
 
This paper examines the interaction between hospitality and culture.  More specifically, it is 
argued that hospitality spaces (hotels, resorts, cruise ships and service spaces within them, 
including restaurants, bars and cafes) are focal points in the production of tourism culture(s).  
The paper suggests that they are particular organisational contexts that facilitate specific 
embodied experiences, performances of self, modes of interaction and power relationships 
among the staff and the tourists.  In offering a thematic framework for examining the 
interaction of tourism cultures and hospitality, the paper draws on three conceptual themes: 
‘third spaces’ (Bhabha 1994), ‘socio-technical systems’ (Ball, Jones, Kirk and Lockwood 2003) 
and ‘total institutions’ (Goffman 1968) and thus furthers an appreciation of the role of 
hospitality spaces within tourism experiences and a framework for understanding both the 
processes in hospitality spaces and the outcomes of those processes.  
 
Conceptualising Tourism Culture in Hospitality Spaces 

 
It is possible to talk about tourism cultures and refer, for example, to the tourism culture of the 
beach (Urbain 2003; Metusela and Waitt 2012), of the British in Majorca (Andrews 2009), of 
sports tourists, of mountain tourism, and so on.  However, more specifically, ‘tourism culture’ is 
used here to denote a way of life that characterises the physical and social interface at which 
tourists and residents meet one another in settings where commercial hospitality is provided.  
Following Ryan (2003: 280), tourism cultures have a number of characteristics, involving a 
temporary spatial-temporal distinction from everyday norms and cultural practices, where 
leisured, hedonistic consumption is central to the consumer experience.  Within service 
encounters, cultural symbols draw on various stereotypes and caricatures; interactions 
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between tourists and frontline staff involve shifting superior/inferior relationships; frontline 
staff and tourists do not fully conform to the habits or norms of their usual peer groups, and 
communication between tourists and staff may be through intermediaries and partly-spoken 
languages.  In such circumstances, where interaction is often based on relatively basic concepts 
that are linked to limited domains of behaviour, the potential for misunderstanding is always 
present.   
 
This conceptualisation of tourism culture does not assume it is a static or objective entity; 
rather, it recognises that it exists as social practice, performed and reproduced within specific 
organisational settings.  It takes a myriad of forms, depending on the type of tourism and 
tourist involved and the nature of the destination.  Different (sometimes quite radically 
different) cultures come to meet in a bounded physical space, or even a series of bounded 
physical spaces operated by commercial hospitality providers, sharing views (to some extent, at 
least) as to the nature of the institution and their own roles within it.  However, tourism culture 
is essentially fluid, reflecting the different types of tourist and resident occupying the space, 
who carry with them their own cultures and expectations but who may yet learn attitudes and 
behaviour patterns from one another via various processes of inner and outer acculturation. In 
what follows, the emphasis is on tourism culture as it is learned, performed and encountered in 
situations where commercial hospitality is on offer and, in particular, at hotels and resorts in 
developing countries.  While recognising that hotels and resorts come in many different forms, 
we consider how they provide organisational spaces that differentially facilitate the ongoing 
negotiation and (re)construction of tourism cultures.  
 
Hotels and resorts vary in terms of their size, the configuration of the physical service 
environment or ‘servicescape’ (Bitner 1992), experiential propositions, service levels and 
complexity and, importantly for this paper, in terms of the level of social separation for tourists 
and staff from the everyday norms and cultures that exist outside these spaces.  However, 
academics have begun to conceptualise these as particular bounded spaces of interaction in 
which established cultural norms and behaviour may be challenged and replaced with 
alternatives (Berdychevsky, Poria and Uriely 2013; Pritchard and Morgan 2006; Weaver 2005).  
Various dimensions of experiences within such hospitality spaces have been considered, and 
from a number of different perspectives.  For example, researchers have paid considerable 
attention to service cultures and the experiences of service workers (Adler and Adler 2004; 
Mars and Nicod 1984; Sherman 2007).  Studies have also examined various aspects of 
consumer experiences within such hospitality contexts (Knutson, Beck, Kim and Cha 2006, 
2009; Walls, Okumus, Wang and Kwun 2011), and related issues as stereotyping in service 
encounters (Čivre, Knežević, Baruca and Fabjan 2013).  However, in the context of commercial 
hospitality, the emergence of tourism culture remains under-examined and under-
conceptualised.  In response to this gap in knowledge, this paper suggests a thematic 
framework for understanding and thus researching tourism cultures.  
 
Several conceptual frameworks could be used to assist in understanding the nature of tourism 
culture, as schematised in figure 1.  First, as signalled by Hollinshead (1998), the interface could 
be described as a third space, a term derived from Bhabha (1994), which is characterised by a 
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shifting, negotiable and contestable hybrid culture which is sourced from aspects of tourist and 
resident cultures but is yet different from both of them.   
 
Secondly, and in tandem with the first perspective, tourism culture could be considered both a 
key component and outcome of a socio-technical system (Pasmore, Francis, Haldeman and 
Shani 1982; Trist 1981), which incorporates both technical and social sub-systems.  According to 
this view, what operators, workers and consumers bring to the business – their attitudes, 
cultures and orientations – is essential to the way the business operates.  
 
Thirdly, it is possible to envisage hotels and resorts as being total institutions, defined by 
Goffman as a place ‘of residence and work where a large number of like-situated individuals, 
cut off from the wider society for an appreciable period of time, together lead an enclosed, 
formally administered round of life’ (1968: 11).   
Figure 1: Tourism culture(s) 
 

 
 
These conceptualisations of hotels and resorts do not exhaust the possible frameworks of 
analysis.  A strong case might also be made, for example, albeit at greater length than this short 
piece permits, for seeing them as locations of a specific habitus (Bourdieu 1984: 466-484), and 
it has been argued elsewhere that at least some forms of tourism culture might be considered a 
distinctive form of quasi-spiritual community or communitas (Graburn 2001: 47-48; Jack and 
Phipps 2005: 103-105; Turner and Turner 1978: 250).  Similarly, while a substantial literature 
exists on processes of knowledge transfer and creation that characterise work-related 
migration across international boundaries (Williams 2006), such processes might also operate 
within national boundaries when workers move to occupational contexts that are markedly 
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different from those of their home culture.  Elements of such approaches can be found in the 
three frameworks discussed below which, it is argued, enhance our understanding of the role of 
hospitality space in developing tourism culture(s).   
 
The framework of analysis adopted for any in-depth study of tourism cultures in hotels and 
resorts will affect the nature of the data obtained.  A third space approach, for instance, directs 
attention to the uncertainties and negotiated aspects of the tourism culture, to issues of 
difference and otherness, while analysis from a socio-technical perspective is likely to 
emphasise the systemic interaction of workers’ cultures and its overlaps, differences and 
contradictions with the technical requirements for operating the business.  Finally, analysis of 
the hotel or resort as a total institution will involve examining the physical and social 
boundaries that separate the institution from the outside world and the cultural practices 
within it that serve to further differentiate(and/or protect) it – and its population – from the 
outside.  In the remaining part of this paper, elements of the tourism culture will be discussed 
to illustrate how these frameworks might be utilised. 
 
 
 
Examining Tourism Culture(s) in Hospitality Spaces 

 

Hospitality Spaces and/as Third Spaces 

 
Third space reflects a particular conception of culture and identity as fundamentally hybrid; 
constructions or articulations of both react to, draw on and integrate others or notions of 
otherness. Bhabha (1994, 1996) argued that notions of culture and self should not be seen as a 
static entities or the fixed property of individuals; instead, they are constantly (re)produced 
through social engagement and re-interpretation. This perspective suggests that cultures and 
identities are fluid and subject to change as they are performed in different social and cultural 
spaces.  Identities and cultures are constructed in and through spatial relations (Hall and du Gay 
1996; Hetherington 1998), including in hospitality contexts (Lugosi 2009, 2014).  The concept of 
third spaces thus points to particular ways of being, but also reflects the creation of social and 
cultural spaces in which notions of self are negotiated and articulated.  
 
The extent to which the ‘third space,’ is distinct from the cultural space(s) occupied by tourists 
and residents before they enter that of the hotel or resort will depend on the specifics of the 
situation, but the daily content of any tourism culture is highly fluid.  In Hollinshead’s terms, 
‘difference’ and ‘otherness’ (1998: 126-128) converge to be reshaped into a hybrid tourism 
culture mediated by the physical and social structure of the hotel or resort.   
 
What this means in practical terms can be briefly illustrated by reference to some common 
scenarios.  Focusing primarily on East Africa, Blanton notes several ‘barriers to host-guest 
communication’ (1981: 120-125), which, for present purposes, can be seen as issues that 
emerge in the third space. First, in many developing societies, only a minority of local residents 
can afford to patronise hotels and resorts, and many will not have visited them.  As a 
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consequence, for new employees, the physical environment of the hotel may often be quite 
intimidating.  Secondly, attitudes to time vary.  Life in many non-industrialised developing 
societies is less dominated by ‘clock time’ than in Western societies, a factor that may be 
marketed as one of the positives of the holiday destination but is less attractive when reflected 
in slow and (apparently) desultory service or in the non-appearance of staff when they are 
supposed to be on duty.  Finally, whereas social relations in developing societies are based on 
strong and established kinship ties, those in hotels and resorts are short-term and impersonal 
(Crick 1989: 331).  Tourists and locals encounter each other across a ‘mutual gaze’ (Maoz 2005), 
and both must also negotiate relations within their own categories.  And where regional or 
ethnic differences are present, among staff or tourists, social ‘reality’ can indeed be stressful 
(Nicholls 2011).  
 
Within hotels and resorts, massive adaptation by staff members might be required.  The entire 
world of food and beverages can be considered a foreign culture and while there is rich 
material on cross-cultural (and even intra-cultural) social differences in food production, 
consumption and taste (Douglas 2003), and numerous guides on cultural differences in 
etiquette (for example, Foster 2000), little attention has been given by tourism researchers to 
complexities of the gastronomic interface of tourist and residents within hospitality spaces (See 
e.g. Pratt 2013).  In Fiji, for example, owners of backpacker resorts accustomed to subsistence 
agriculture reportedly do not understand why tourists expect a choice of meals, and the food 
they offer – or are prohibited from offering – to guests is much influenced by their totemic 
relationship to specific plants, fish and animals (Gibson 2012).  Indeed, even a cursory 
examination of a standard operational manual for bar staff reveals that basic training is far 
more than a technical matter: good sanitation and safety procedures and proper food storage 
seem neutral enough, but cultural factors impinge on the need to know the range of alcoholic 
drinks sold and their characteristics (including which drinks should be served chilled), 
understanding how to approach different types of guests and their needs, including those who 
are drunk, and the projection of a favourable image of self, including making eye contact.  And 
once in the restaurant, not only might the food served to tourists be totally foreign to the staff, 
but also the array of table cutlery will be daunting, especially if people normally eat with their 
fingers (Blanton 1981: 124).   
 
Similar cultural issues are present in other areas of hotel and resort life, for example, front 
office and housekeeping sections.  Blanton reports the advice of one hotelier in Indonesia that 
‘one should start housekeeping training with the concept of a bed, not how to make it’ (1981: 
124), and suggests that ‘industry workers are put into a new cultural environment where their 
familiar assumptions, values, behavior and ideas are constantly challenged’ (Blanton 1981: 
125).   
 
The above examples, involving what might has been described as ‘culture shock’ (Pearce 1995) 
or ‘culture confusion’ (Hottola 2004), centre primarily on possible adaptation required by local 
residents when becoming involved in tourism culture (not the least of which may be to learn a 
new language).  However, adaptation is also required of tourists, especially holidaymakers, and 
this has been little studied.  They may have travelled more than local residents and appear 



7 
 

more knowledgeable about other parts of the world but, in some respects, their successful 
participation in tourism culture requires more adaptation.  The spectacular faint by Shirley 
Valentine’s friend Jane, in the film Shirley Valentine (1989) set in the Greek Island of Mykonos, 
on realising she was eating squid, is but one example of a tourist reaction to ‘funny food.’  
Tourists’ taste can be highly conservative (Rogerson 2012: 618) and encouragement that they 
should ‘eat local’ often falls on deaf ears. 
 
Considerable differences also exist in what is ‘acceptable’ public behaviour (for example, public 
displays of affection between couples, especially if they are gay, and in standards of dress or 
undress, especially for women), which is why so much consideration has been given to 
‘demonstration effects’ (Fisher 2004).  Staff from highly conservative societies may find it 
difficult to tolerate alcohol consumption and the behavioural excesses to which it might lead 
(Andrews 2009).  In this context, it is noteworthy that hotels and resorts are often considered 
commendable areas of freedom (or Western dens of iniquity) relative to the rest of society. 
 
In fact, learning how not to work, and for only a few intensive days or weeks, might be 
considered more difficult than learning to be a member of staff at a hotel or resort.  Away from 
home and a work-structured environment, for 24/7 (alone or with family or friends), in what is 
for most a relatively strange place, tourists must negotiate a modus vivendi to take them 
through the duration of their stay.  They may already be in relationships with their travelling 
companions, including those which are highly intimate (and which over a holiday period can 
become highly stressful), but even these will be further mediated through a sense of place 
(Trauer and Ryan 2005).  Just as staff members, from the CEO down to the cleaner, must learn 
their role in the tourist culture, so too must the tourist.  And whereas the former can draw on 
the organisational structure for support, the latter is more or less on his or her own.   
 
 
Hospitality Spaces as Socio-technical Systems 

 
The notion of socio-technical systems refers to the purposive mobilisation of technologies, 
materials, embodied performances of self, organisational codes, norms and practices in order 
to maintain efficient operation (Pasmore et al. 1982; Trist 1981) and - within hospitality 
contexts - to ensure a quality (service or consumption) experience (Ball et al. 2003).  To 
facilitate this, businesses of any size will be organised hierarchically, headed by a CEO, 
comprised of departments (e.g. food and beverages, front office, housekeeping and human 
resources) with specific operational rules and procedures, and department heads and 
supervisors entrusted to ensure conformity to the rules and regulations – to the ‘corporate 
culture’ - and to further the hotel or resort’s mission.  That, any rate, will be the formal 
structure of the organisation.  However, the business does not operate in a socio-cultural 
vacuum and will be affected by numerous cultural factors introduced by staff and tourists from 
‘outside,’ as well as forms of behaviour that arise specifically from within.   
 
National and regional cultures play their part.  As indicated earlier, businesses need punctual 
and efficient attendance and frequently expect staff to clock on and off, whereas in many 
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developing societies this apparent regimentation of life may be quite foreign (Blanton 1981: 
122; Hope 2004: 50).  McDonald’s, for example, must adapt to different cultural expectations in 
Germany and the UK, which inter alia affects its hiring practices (Royle 1995), as well as the 
food it serves, while management styles are also subject to considerable cross-cultural 
variation.  Alternatively, expatriate managers at international hotels in Russia must adapt to a 
hierarchical and paternalistic system descended from the Soviet system, where empowering 
employees is innovatory and a service ethic is little in evidence (D’Annunzio-Green 2002).  
Attempts to introduce Western management patterns in Chinese hotels have experienced 
similar problems (Mwaura, Sutton and Roberts 1998). 
 
Other cultural factors are also important. For example, work-family conflicts are common in the 
hospitality sector, especially because of the need for shift work and its effects on the non-work 
roles of women (Choi and Kim 2012; Harrison 1997: 181; Karatepe 2010;).  In developing 
societies, too, staff members may absent themselves from work to attend to kinship or other 
social obligations, often at short notice, which is often not acceptable to management, 
especially if expatriate managers have no formal induction into the culture of the developing 
society (D’Annunzio-Green 2002).   

 
The hotel/resort hierarchy is likely to be based on achievement but in many developing 
societies status may be based on age.  Consequently, if department heads or supervisors are 
younger than junior staff, conflicts arise, especially if requests from older staff members to 
younger but more senior colleagues involve contravening the operational procedures of the 
hotel/resort.  Similarly, staff may be discouraged from being over-familiar with and borrowing 
money from each other or from guests, whereas (in Parsonian terms) local norms might 
encourage inter-personal behaviour that is particularistic, ascriptive, affective and collective in 
orientation (Parsons and Shils 1951: 80-88). 

 
Another common rule is for social distance to be maintained between staff members and 
guests, but guests might seek to reduce the divide by claiming or seeking familiarity with staff 
members (or vice versa).  Where this happens, especially if the guest is drunk, such overtures 
are likely to be unwelcome; in other circumstances, friendships, romantic attachments and 
even marriage can result, but in a tourism culture there are also huge risks of misunderstanding 
and conflict, especially in an alcohol-fuelled environment where inhibitions are reduced and 
culturally-induced misunderstandings correspondingly exacerbated. 

 
Intoxication, in particular, is not an issue only among guests.  It is also an occupational hazard 
for staff.  As O’Neill notes, with specific reference to managers: ‘one of the defining 
characteristics of the hotel industry macroculture may be an emphasis on partying’ (2012: 84).  

 
Within tourism culture, the behaviour of some holidaymakers can have a negative impact on 
the guest experience of others.  This can include ‘unsupervised children running around, 
staring, smoking and noticeably drunk [sic], which are all behaviours which vary in their 
prevalence and acceptability from culture to culture’ (Nicholls 2011: 210).  Differences may be 
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further exacerbated when tourists are from different social classes or national cultures, and 
thus follow different standards of public behaviour (Nicholls 2011: 214).  

 
At other times, behaviour that is normal in the resident society may intrude on the guest 
experience.  The exuberance of housekeeping staff, accustomed to rising early in the morning, 
will be unappreciated by hotel guests wanting to ‘lie in’. Gibson notes a similar lack of 
awareness among staff that guests might wish to be quiet (or make love) in the afternoon 
(2012). 

 
All the above instances may operate against the business’s mission, as it is formally expressed, 
while some features of local or tourists’ cultures may be positive.  In many developing societies, 
for example, the ‘natural’ hospitality and friendliness of local residents is marketed as one of 
the key attractions.  The key point to note, however, is that the variety of cultural orientations 
brought into the work context by staff and tourists inevitably interact with the formal structure 
of the organisation to produce a distinctive  ‘mix’ of organisational features which will vary 
across both time and place. 
 
Hospitality Spaces as Total Institutions 

 
For Goffman, total institutions are separated, often by physical barriers, from the rest of 
society, and fall into one of five broad categories:  a) those caring for incapable and harmless 
people (e.g. homes for the blind); b) those looking after people both incapable and a threat to 
the community (e.g. mental hospitals); c) those that isolate people who apparently deliberately 
threaten the community (e.g. prisons); d) instrumental institutions (e.g. army barracks, ships 
and boarding schools), and e) retreats or training stations for the religious (e.g. monasteries) 
(1968: 16). 
 
Having defined total institutions and suggested possible types, some of which are clearly 
mechanisms of social control, Goffman then lists several key features likely to be present, to a 
greater or lesser extent, in any such organisation.  Together, they might be said to constitute an 
‘ideal type’ of total institution (Weber 1949: 90-102) and comprise the following (Goffman 
1968: 17): individuals sleep, play and work in the same place and under the same single 
authority. Daily activity ‘is carried on in the immediate company of a large batch of others, all of 
whom are treated alike and required to do the same thing together.’ ‘All phases of the day’s 
activities are tightly scheduled, with one activity leading at a prearranged time into the next, 
the whole sequence of activities being imposed from above by a system of explicit formal 
rulings and a body of officials.’ Finally, ‘the various enforced activities are brought together into 
a single rational plan purportedly designed to fulfil the official aims of the institution.’ 
 
Goffman did not focus on institutions specialising in providing hospitality but others have 
recognised the prevalence of social control in many aspects of hospitality and tourism (Cheong 
and Miller 2000; Lynch, Germann Molz, McIntosh, Lugosi and Lashley 2011; Peacock and Kübler 
2001).  The highly organised holiday camp, especially popular in the UK in the years following 
the second World War, perhaps conforms most closely to the ideal type total institution (Read 
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1986) but Ritzer and Liska note a ‘softer’ form of control in cruise ships and hotels (1997: 106).  
Dann, too, has argued ‘whether one is referring to historical or contemporary tourism, the 
overriding message of order and control is both omnipresent and perennial (1996: 100) and, 
more relevant to present purposes, he discusses at some length the characteristics of total 
institutions in holiday hotels organised for the elderly (Dann 2000).   
 
That said, precisely which types of tourism institutions fall into which of the above categories is 
arguable.  However, hotels have been placed on islands far from established population centres 
to protect the population from ‘negative’ impacts (e.g. the Maldives) or, alternatively, to 
protect holidaymakers from everyday life outside the resorts (as in the case of many ‘boutique’ 
resorts of the South Pacific and the Caribbean, including all-in resorts).  Cruise ships could easily 
be placed in the fourth category, and while hotels and resorts are not formally religious 
institutions, the similarities of tourism with pilgrimage and the achievement of communitas are 

sufficiently established to allow that some hotels or resorts, at least, may have a quasi-religious 
function (Turner and Turner 1978: 20, 240; Harrison 1997: 178-182).   
 
Table 1 
Features of total Institutions and their relevance to hotels and resorts 
 

Goffman’s characteristics Relevance to hotels and resorts 

1. A split between the 
managed group and the 
staff. 

Found in hotels/resorts.  Staff and guest quarters totally separate; 
different entrances/exits; staff/guest social relations are clearly 
delineated. 

2. Restricted 
conversation across 
boundaries and little 
mobility across stratum. 

Operational manuals clearly note the need to maintain social 
distance from guests and spell out disciplinary measures if rules 
are not followed.  In addition, restricted access to hotel/resort via 
dress codes etc. 

3. ‘Inmates’ are excluded 
from decisions about 
own lives. 

Implicit in hospitality sector.  Can operate efficiently only if staff 
and guests know their place.  Measures designed to ensure health 
and safety (e.g. well-lit areas, controlled access of locals, physical 
borders, etc.) all serve to control guest behaviour. 

4. Mismatch with 
society’s work structure 
(either much more or 
much less). 

Staff work – sometimes long hours on shift work – but guests do 
not.  Less relevant in hotels catering primarily to business tourists. 

5. Incompatibility with 
the family. 

In hotels/resorts, family is often subservient to providing service 
to guests. 

 
Other features mentioned by Goffman, which tend to follow from the features common to all 
total institutions, are also important (1968: 20-22) and can be briefly mentioned in tabular 
form, along with an indication of their possible relevance to hotels and resorts (Table 1).   
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Much more could be said about the above features, but further reference here will be made to 
only a few points.  First, in discussing the role of hotels as agents of social control, Wood draws 
attention to two processes of change: domestication, where hotels increasingly provide ‘home 
comforts’ in guests’ rooms (to which they are increasingly restricted), and proletarianisation, in 
that hotels are no longer the preserve of an elite (1994: 74).  With reference to the latter 
process, involving increased guest numbers across a wider range of social classes, he also notes, 
in passing, that the ‘interactional constraints presented by the hotel, as well as more 
mechanical ones, raise questions about the compatibility of the “industrialisation of service” 
with the provision of hospitality’ (Wood 1994: 78).   
 
Secondly, when discussing the mismatch of the work structure in a total institution (for 
example, a prison or a hospital) to that of the wider society, Goffman remarks: ‘Sometimes so 
little work is required that inmates, often untrained in leisurely pursuits, suffer extremes of 
boredom ‘(1968: 20-21).  No great leap of imagination is required to relate this to hotels and 
resorts, and to consider, in this context, the role of the daily events and activities organised by 
many hotels and resorts for their guests, including children.  The continuous supply of piped or 
live music, fish-feeding, water sports, horse riding, coconut husking, competitions, dancing, 
village visits, floor shows and all the other forms of entertainment (or edutainment) found at 
the world’s hotels and resorts serve a double function: they are simultaneously part of the 
attraction (authentic or otherwise) and a form of social control to allay guest boredom. 
Arguably, excess alcohol and food consumption may also be more likely when such functions 
are not being met.   
 
Conclusion 

 
It has been suggested that distinct ‘tourism cultures’ are entangled with and emerge from the 
hospitality interface of resident and guest cultures: they are hybrid cultures which contain 
elements of both but are yet different, influenced as they are by the operational nature of the 
hotel or resort.  It is also suggested that little research has been carried out on tourism culture 
in such contexts, and that such conceptual frameworks as the third space, socio-technical 
systems or total institutions might productively be applied to orientate research and further our 
understanding of the nature of tourism at different kinds of destinations.  They might also assist 
our understanding of the extent to which different kinds of hospitality organisation have 
different impacts, on both staff and holidaymaker.   
 
Other issues also emerge.  First, although it has been argued that ‘industry training is not a 
“conversion” to another culture, but a specialized form of education which will facilitate service 
and communication’ (Blanton 1981: 120), tourism culture in developing countries is markedly 
different from the cultures of many (if not most) employees.  Exactly how different will vary and 
can be determined only by research but, even if it is not a ‘conversion,’ to participate in the 
tourism culture of hotels, resorts and similar institutions may require radical adaptation by staff 
members.   
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Secondly, such research is not merely a theoretical exercise.  Understanding the varieties of 
tourism culture is of clear value to anyone wishing to plan hospitality and tourism 
development, whether in the private or the public sector.  And if service quality is really 
important, it has to be based an understanding of the tourism culture at specific destinations.  
There is no one size that fits all. 
 
Thirdly, the pervasiveness of tourism culture, in all its variety, belies the notion that one can 
dispense with education for hospitality and tourism and focus, instead, on merely training 
functionaries to slot into an industrialised hotel sector which allegedly, but probably wrongly, 
requires ‘job-ready applicants’ (Zaitouni, Breakey and Robinson 2012). As Blanton noted three 
decades ago, ‘training in social and cultural skills ...should build upon what is already known: it 
should be a “problem-posing education” which makes [students] critical thinkers’ (1981: 125).   
 
In a context where the relevance of universities, in particular, to tourism and hospitality 
education, is increasingly being questioned (Airey, 2004: 11; Ayikoru, Airey and Tribe, 2009; 
Tribe, 2000; Holden and Wickens, 2007), and where universities in some developing countries 
are dispensing with any attempt at producing reflective and critical thinkers, it is a timely 
reminder that working in hotels and resorts is about more than the ability to fold a table napkin 
or produce the perfect soufflé.  
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