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ABSTRACT
While the importance of English as a lingua franca (ELF) in business and the
media is well-studied, little attention has been paid to ELF in tourism. This study
analyzes postings on websites such as TripAdvisor (http://www.tripadvisor.com/),
which feature non-professional reviews of international travel destinations and
services, in order to evaluate the effects of cultural capital, stereotypes and
relative power on: expectations of English availability in non-English speaking
countries, evaluation of the language spoken by EFL speakers (e.g. hotel clerks,
shop owners), and attitudes towards speaking the local language.
This study explores the issue of speech accommodation between the tourists
and the local hospitality industry workers and other residents (Giles, Taylor, and
Bourhis, 1973; Giles, Coupland, and Coupland, 1991; Giles and Powesland,
1997) and the likely factors leading to convergence/divergence as indicated by
attitudes towards language choices. Website excerpts will show the
circumstances in which travelers expect the locals (who deal with tourists) to
speak English as well as how much of the local language the travelers are willing
to learn and use.
Findings indicate that the tourists’ willingness to take responsibility for linguistic
accommodation, tolerance for restricted English proficiency levels, and attitudes
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towards being exposed to the local culture and language differ according to the
presumed cultural capital (Bourdieu, 1986, 1991; Hanks, 2005) – often governed
by stereotypes – and relative power of the interlocutors, the visited location and
the local language. The role of ELF in the tourism sector and attitudes toward the
local residents and language(s) are highly relativized, such that the specificity of
the local context must be taken into account. Proficiency in the English language
itself is, in some locations, the source of presumed higher status and symbolic of
luxury. The second important dynamic demonstrated to affect the levels and type
of language expectation is the degree to which the traveler desires interaction
with and exposure to the local culture, or wants to stay with familiar experiences
in an “environmental bubble” (Cohen and Cooper, 1986). The differences in
expectation of ELF demonstrate that traveler attitudes towards specific locations
are key to determining linguistic needs.
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1. INTRODUCTION
In my personal experience of international travel, for both short-term vacations
and longer-term employment, I observed many interactions in which fellow
English speakers (both native and non-native) demonstrated expectations of
widespread proficiency in their native language. Overheard complaints from
fellow travelers about the low English proficiency of hotel staff in non-English
speaking countries were common. Tourists with a wide variety of first languages
used English as a lingua franca to communicate with each other, and English
language availability was, and is, mentioned frequently in hospitality industry
advertising. Native English speakers planning trips to foreign destinations fretted
about the possibility of “language barriers,” and often stated that they chose a
particular destination due to the availability of their native language. Although
these personal experiences with language expectations are anecdotal, the
generalized English demands they reflect, if true, would have significant effects
on the local tourism destinations
The status and widespread use of the English language is growing and it has
become an accepted lingua franca in such sectors as media and business. The
language policies of many non-native English speaking nations have been
changed to reflect a mounting emphasis on the language in local schools.
English is increasingly seen as key to economic improvement in many countries
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such as China and Korea, leading to a higher demand for English classes in the
schools and the establishment of all-English curriculums.
However, the role of English in the international tourism industry is less well
known. Many hotel and travel websites mention the English speaking proficiency
of their staff as an enticement for tourists to visit. Complaints from travelers about
lack of English demonstrate that there is an important underlying expectation that
locals will speak the language. The following study is intended to explore
tourists’ language expectations – primarily of English – and determine some of
their significance to the travel industry.
The possibilities for independent travel have expanded significantly as a result of
various Internet travel sites. It is no longer necessary for a traveler to choose
between the rigidity of an organized tour and the complete lack of structure
implied by backpacker travel. There are not only a wide variety of tours available
now to appeal to even generally independent tourist types (ecotourists,
adventure tourist), but websites travelers may use, well in advance of their trip, to
make all sorts of international travel arrangements. Not only do many people
reserve their hotels and plane trips through websites, they also seek and receive
specific information about the locations they plan to visit. It is possible for
independent travelers to book their own national and/or international
transportation, make their own hotel or restaurant reservations, even buy tickets
for the opera, concerts or elephant rides from anywhere in the world. By using
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these available resources, the independent traveler is able to design a trip that
suits his or her individual tastes and needs.
To meet the need for timely information, many websites have been established to
provide wide varieties of information to the independent traveler – addressing
both essential practical facts as well as evaluative opinions/reviews. Many of
these sites contain reviews of international sights as well as tourist service
providers such as hotels and restaurants. The reviews are generally written by
fellow travelers who are not tourist industry professionals (as opposed to writers
for such websites as Frommer’s or Lonely Planet.) Along with practical advice on
such topics as transportation and lodging, the advice postings include many
comments on language issues.
Although travel advice websites are often described as simply providing useful
information, the wide availability of reviews from other tourists as well as “travel
experts” has the potential for creating expectations and stereotypes as well as
reporting on basic facts. News about the kinds of language services available in
various locations, as well as descriptions of travelers’ attitudes toward English
proficiency, creates reader expectations. Repeated complaints about lack of
English ability from a variety of writers could index that use of the local language
by local residents is justifiably seen as a problem.
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In the following chapters, I will use the language-related postings on these
websites to explore the language expectation issue in terms of the following main
research questions:
1. What variations are there in attitudes towards the local language(s) in
different places that tourists visit? What factors may influence travelers’
opinions on this issue?
2. What factors influence levels of English proficiency expected by tourists in
different international locations? How do these relate to the perceptions of
power, status and identity?
3. How widespread is the expectation of English as a lingua franca? Are the
expectations of English availability the same everywhere?
This study began with the intent to explore the accepted truism that English is the
lingua franca of tourism, and that proficiency in the language among hospitality
staff internationally is therefore widely expected by travelers. In fact, I found that
tourist opinions about language availability were more complex than originally
anticipated, and the types and levels of tourists’ expectations are quite diverse.
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2. METHODOLOGY
I began my research by collecting reviews from travel advisory websites, with the
majority of the data analyzed in the following chapters coming from the website
TripAdvisor (http://www.tripadvisor.com/). These sites cater to the “independent
traveler” – those people who make their own arrangements without the extensive
use of travel agents or tour groups. The need for independent travelers to obtain
very specific, reliable information about destinations may be greater than that of
the tour participant, who often relies on the knowledge of the tour operator in
making arrangements and of the tour guide in negotiating the local culture and
language.
According to information provided on the site’s “About Us” page1, the TripAdvisor
website attracts 25 - 30 million monthly visitors. With the slogan “Featuring real
advice from real travelers,” there are five million registered members and 10
million reviews and opinions available.
Internet travel websites, in particular TripAdvisor, have received a fair amount of
attention in the popular press. Michelle Higgins (2007) wrote an article for the
New York Times discussing how influential the site had become, stating “The
individual traveler’s word is weightier than ever” and quoting Forrester
Research’s study that found that three out of 10 American travelers who do travel

1

Retrieved April 5, 2008, from http://www.tripadvisor.com/pages/about_us.html
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research online read reviews posted by other travelers. According to Higgins,
Forrester’s study also found that 30 percent of travelers who book their hotels
online changed their plans due to comments from other travelers. Writing for the
Wall Street Journal, Nancy Keates (2007) reported, “in November [2006] the
chief executive of guidebook publisher Lonely Planet said the Website’s influence
is so great that the company considered eliminating hotel reviews altogether.”
Although these sites are influential, there are a number of reasons that the
information found on them is not always reliable. Keates (2007) points out the
possibility of “planted” reviews – both from the hotel itself and/or from
competitors. In addition, Keates (2007) notes that the perspective of the reviewer
may or may not reflect the viewpoint of the reader: business travelers will have
different needs than vacationers; people from New York City may have quite
different standards than people from Europe or even from Boston,
Massachusetts.
It is also important to note that none of the information provided in the reviews is
verifiable, so it is impossible to accurately determine whether the reviewer was in
fact born in the cited location, was another nationality but had moved there
sometime in the past, or was being truthful at all. However, discourse analysis of
the reviews is still quite valuable as so many travelers rely upon them. Although
Keates (2007) cites examples of travelers setting their own norms for reviews to
trust, it is almost irrelevant whether the cited data is true; the descriptions of
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encountered language issues are read by millions of travelers worldwide and
have an extensive impact on tourists’ choices. Therefore, it does not really matter
who the writers really are, or even if they really exist – the important factor is who
the writers present themselves to be.
The TripAdvisor site has a search engine capability, which returns a list of
postings that match selected criteria. In the case of this study, the matches were
divided into various categories, including “Reviews,” “Forums,” “Traveler Articles”
and “Traveler goLists.” The categories that were most useful for the research
were the “Reviews” and “Forums”. A Review is a traveler's individual evaluation,
and does not include any interaction with other website users. The Forums are
discussion boards in which travelers can ask (and answer) questions, share their
personal travel experiences, and get advice.
A search containing the keyword “English” and a location name collected hotel
reviews from TripAdvisor, with analyzed locations including Beijing (China), Hong
Kong (China), Madrid (Spain), Paris (France), Phuket (Thailand) and Punta Cana
(Dominican Republic). These locations provide a variety of types of tourist
destinations and local languages. The gathered postings were reviewed to
determine if they included a discussion of language issues. For example, the
postings generated through a search for "English" were discarded if the term
appeared congruently with "muffin," “tea” or "spaniel”. The hotel review data that
were analyzed for this study included the first 50 quotes that the website search
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engine listed from each location. These were generally written within the
preceding year or two.
Some of the quotes cited in this study overtly refer to issues discussed, while
others are oblique. However, the tourists’ viewpoints do not need to be explicit to
show definite patterns of opinion. The very mention of the English language in
these hotel reviews and other travel discussions marked it as something
noteworthy or an important issue. In particular, its inclusion demonstrated that
the writers believed that the mention of the English language was something that
their audience would find valuable or interesting. These types of comments were
so common in reviews of some of the destinations that absence of references to
language proficiency in other locations was indicative of differences in tourist
attitudes based on relative social status and power.
For all of the quotes included in the following chapters, information about the
reviewer’s claimed national residence is included in parentheses following the
excerpt, if the reviewer chose to reveal a home location. All the reviews and other
Internet postings quoted within this paper are verbatim, with all of the original
typographical and other errors intact. Although the majority of the reviewers gave
the names of native-English speaking countries, many other locations were
represented and – based on the writing style of some of the reviews – it is
probable that some writers were non-native English speakers.
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The data analysis chapters, organized in the following order, are based on
common topics or themes that emerged in the course of the review of the
postings. It should be noted that analysis of the tourist postings often required
identifying the presuppositions inherent in the tourist attitudes and decoding
them, then deducing the implications. In other words, the ideologies and attitudes
were not always overt, but “naturalized.”
These subject areas include positive and negative comments on:
•
•
•
•

Local Languages: Use of the local language and suggestions about
learning it;
Poor English: Complaints about the levels of English proficiency of hotel
staff and other local residents;
“Environmental Bubbles”: The availability, or lack thereof, of familiar things
such as English-speaking television stations and Western-style food; and,
In-group and out-group: membership and related identity issues.

Each of the following four data analysis chapters explores one of the above
issues.
Charts that provide some identifying information about the reviews analyzed for
each location – i.e. the stated residence of the reviewer, the date of the posting,
the hotel reviewed and the review title – have been included in the appendices.
Following the charts is the complete text of the first 10 reviews for each location.
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3. THEORETICAL FRAMEWORK AND LITERATURE REVIEW
The primary overall theoretical framework relevant to the following analysis is
Critical Discourse Analysis (CDA). The postings on the tourist advice websites
reflect the writers’ assumptions of stereotyped power relationships and identity.
The discursive practices evident in the reviews have a strong ideological
component; they help produce and reproduce unequal power relationships
between local residents and the visitors. This relates to both the expectation of
English itself, and to the reviewers’ described reactions to the various levels of
proficiency (or lack thereof) demonstrated by the hospitality industry staff.
The second pertinent framework is Accommodation Theory, crucial to analysis of
the decisions about which language to use in multilingual and multicultural
contexts – i.e., for communication between tourists and non-native English
speaking local residents – that must be made in all interactions. The language
selected is largely dependent on the speaker’s attitude towards the addressee.
The next relevant theory relates to Bourdieu’s Cultural Capital. This is strongly
connected to the concept of accommodation, as the relative amounts of cultural
capital affect the degree to which travelers expect to accommodate (to speak the
local language) or to be accommodated (require the local residents to speak
English.)
The fourth theory discussed below is the “Environmental Bubble.” The question
of how willing the tourists are to tolerate the unfamiliar is significant, as the
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choice of whether to use English or the local language reflects the extent to
which tourists are willing to expose themselves to and immerse themselves in the
local culture.
Critical Discourse Analysis
CDA is an area of interdisciplinary research and analysis applying to language
types of critical analysis that began around 1980 and now has a number of
different approaches. It focuses on authentic speech in such sectors as the
media and politics, and attempts to reveal patterns of dominance and power.
Critical Discourse Analysis highlights the relationship between discourse and
power structures (vanDijk, 1993), claiming that power relationships in
contemporary societies are substantially linguistic and discursive in nature
(Fairclough and Wodak, 1997).
As discourse cannot be produced or understood without taking context into
account (Duranti and Goodwin, 1992; Fairclough and Wodak, 1997), it is vital to
consider the framework in which the website reviews are written. This includes,
but is not limited to, such aspects as the cultural capital of the visited location, the
race and status of the local residents, and the type of experience sought by those
who choose to visit. The analysis that follows focuses on the discourse of traveler
reviews, including the context in which comments about language are made and
the differences in stated expectations, to reveal relations of groups and power.
While English and English speakers are popularly held to be dominant, the
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differences in attitudes shown among the various geographical locations and
circumstances show a reality that is more complex.
As Fairclough and Wodak (1997) describe, CDA sees discourse as social
practice, “implying a dialectical relationship between a particular discursive event
and the situation(s), institution(s) and social structure(s) which frame it.” (p. 258).
It predicates a two-way relationship, with the discursive event being shaped by
social structures as well as shaping them.
The two-way relationship is a particularly important concept when analyzing the
website discourse. The international availability of the reviews to an extremely
wide audience serves both as a report of travelers’ opinions and as a major force
in influencing expectations of the levels of English language availability that will,
and should, await tourists at the different destinations.
CDA is also helpful in determining the role of race in the stated language
expectations. The tourists’ exposure to any particular destination is, by definition,
of extremely short duration and the encounters with local residents mostly
superficial. Therefore, stereotypes play a much greater role in determining
expectations and behavior. As Wodak and Matouschek (1993) state, “one of the
principal tasks of CDA is to decode and dissect the discursive forms which the
expression of social prejudices take.” (p. 233).
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Accommodation Theory
Much research has been done over the past decades on what factors may affect
an individual’s speech patterns – including the influence of the interlocutor, the
topic under discussion, and the setting in which the conversation takes place.
Communication Accommodation Theory (CAT) explains the motivation
underlying style shifts – e.g., modifications in prosody or accent, or even choice
of language itself – as a function of the speaker's relation to the interlocutor,
including their relative power. Although this theory is based upon speech, not
writing, it is adaptable to text – especially the data analyzed in this study which is
much more ‘dialogic’.
Krauss (1987) described the importance of the addressee to style choices made
by the speaker as follows:
“…the traditional separation of the roles of participants in a verbal
interaction into sender and receiver, speaker and addressee, is based on
an illusion – namely that the message somehow 'belongs' to the speaker,
that he or she is exclusively responsible for having generated it, and that
the addressee is more-or-less a passive spectator to the event…But the
message, in the concrete and particular form it takes, is as much
attributable to the existence of the addressee as it is to the existence of
the speaker.” (p. 96).
The first discussions of Accommodation Theory appeared in the Giles, Taylor
and Bourhis 1973 publication outlining “Speech Accommodation Theory” (SAT).
At the time it was proposed, this theory went beyond the research being
conducted about interpersonal level accommodations; it was not limited to the
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idea that the speech varied in order to comply with social norms such as gender
and status, but rather addressed those instances in which the accommodation
takes place even when social norms are not operative. SAT was a reaction to
theories current at the time (e.g., Labov, 1966) that attributed choices of speech
styles to differences in topic or level of formality. As it developed,
Accommodation Theory attributed language switching behavior to such diverse
contextual factors as interlocutors’ motives, attitudes, perceptions and group
loyalties (Giles, Coupland, and Coupland, 1991).
These shifts can be a result either of “convergence” – individuals adapting to
each other's speech with a corresponding reduction of linguistic dissimilarities, or
“divergence” – an accentuation of differences. Speakers are not necessarily
consciously aware of these accommodations.
Giles, Taylor, and Bourhis (1973) based accommodation theory on social
psychological research about similarity-attraction and suggested that individuals
can generate a more favorable evaluation from an interlocutor by reducing
dissimilarities between them. As the authors described this process, speech
accommodation may therefore be understood as a reflection of an individual’s
desire for social approval. In addition, they stated that, “the amount of
accommodation a person exhibits may in part be a function of the strength of his
need for social approval from the other.” (p. 180).
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Giles and Powesland (1997, p. 233) described accommodation as, “an attempt
on the part of a speaker to modify or disguise” his or her persona in order to
make it more acceptable to the addressee. They illustrated the speakers’
rationale for convergence through the following schema (Even though the tourist
reviews are not speech or dyads, they do often describe conversations that
reflect accommodation. In addition, the author of this study is an addressee):
There is a dyad consisting of speakers A and B
Assume that A wishes to gain B’s approval
A then
1. Samples B’s speech and
i.
Draws inferences as to the personality characteristics of B (or at
least the characteristics which B wishes to project as being his
[or hers])
ii.
Assumes that B values and approves of such characteristics
iii.
Assumes that B will approve of him [or her] (A) to the extent that
he [or she] (A) displays similar characteristics
2. Chooses from his [or her] speech-repertoire patterns of speech which
project characteristics of which B is assumed to approve. (p. 234).
Attempts may or may not be successful, with interlocutors potentially unaware of
the background information surrounding the accommodative or nonaccommodative act, including such variables as ability and motive. Giles and
Powesland (1997) went on to state:
… in everyday life, we are very often unaware of the background
information surrounding an accommodative or nonaccommodative act. For
instance, we sometimes do not know whether or not a speaker who failed
to accommodate to us had the necessary language skills to do so. Even
when a person does accommodate we can often not be sure whether he
was under pressure to do so, or whether he voluntarily made the effort to
reduce the dissimilarities. (p. 235)
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Since its origination, the core concepts of this theory have been applied to a very
wide range of methodological designs that address convergence and divergence
in interaction. Giles, Taylor, and Bourhis (1973) analyzed English-Canadian and
French-Canadian bilinguals in Quebec to determine whether they would use both
languages when interacting with bilinguals of another ethnolinguistic group, or
whether accommodation with regard to bilingual behavior was an all-or-none
process. In general, they found that speakers who put more effort into
accommodating with their listeners are perceived more favorably; thus gradation
is possible.
This was consistent with Feldman’s (1968) finding that certain cultural groups are
more favorably disposed towards assisting foreigners who accommodate to their
language than those who do not, although the degree of helpfulness offered to
foreigners and fellow citizens differed in the locations studied (Paris, Boston, and
Athens.) The Athenians treated foreigners better than compatriots while the
subjects in Paris and Boston treated their fellow citizens better.
Bourhis, Montarulli, and Amiot (2007) specifically address the issue of
accommodation within multilingual communication. In their investigation of the
effect of language laws in Quebec on etholinguistic vitality, they found that
communication accommodation theory (CAT) was the sociopsychological
framework most pertinent to understanding language switching behavior in crosscultural encounters.
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In the research findings from the Model of Multilingual Communication (MMC)
(Sachdev and Bourhis 2001, 2005), it is clear that recipient characteristics are
vital to speakers’ decisions on whether to converge or diverge with the
addressee. Language was shown to be a key marker of group membership and a
source of positive social identity. Sachdev and Bourhis (2005) explained that
multilingual communication can be analyzed from three perspectives:
a) Objectively, from direct observation of language behavior;
b) From the point of view of the intent of the speaker voicing the
accommodation; and
c) From the perspective of how the addressee perceives the behavior. (p.
76).
As reported in the Methodology chapter, the current study uses “indirect
observation” and thus focuses on the second perspective – the intent of the
speaker – as the data precludes directly observing the behavior of, or obtaining
information from, the hearer. However, the objective of the writer is inferred
through what is written – which may or may not be the same as what is meant.
Therefore, to a certain extent, this study deals with how an addressee (the author
of this study) perceives the intent of a text.
The various versions of Accommodation Theory have been used to analyze a
wide variety of interactions, and have proven to be a valid explanation for many
types of style shifts. It has been proven that people attempt to converge with
hearers from whom they are seeking approval, Therefore, the differences in
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attitudes towards language selection evident in encounters which are
superficially identical – such as conversations between tourists and local
residents – can be used to determine what factors are seen as important to
approval, and subsequently to the convergence decision. For example, variation
by location in types of (and attitudes towards) speaker accommodation
corresponds to differences in perceived hearer attributes and/or relative status.
Accommodation Theory, with its emphasis on the perceived relationship between
interlocutors as a determinant of style choices, is especially relevant to the
language accommodations between the hospitality staff and the tourists. With
English increasingly being accepted as the lingua franca of tourism, there is an
automatic tension between the use of the local language or English by the local
residents of tourist destinations. The choice of languages used in the tourism
sector, both by employees in the local hospitality industry (hotel and restaurant
workers) and by the tourists themselves, demonstrates both convergence and
divergence behaviors depending on the individual situation. As Edwards (1982)
points out in his exploration of language attitudes, “people’s reactions to
language varieties reveal much of their perception of the speakers of these
varieties.” (p. 20).
There are two major types of style shift scenarios.
The first type of accommodation occurs when local residents of a tourist
destination are expected to speak English to the visitors rather than having
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communication conducted in the local language. This is often a result of the
expectations of tourists, both native and non-native English-speaking, who
assume that employees of the local hospitality industry should have a certain
level of proficiency in English. These expectations are revealed in comments that
criticize low levels of English language proficiency levels on the part of hotel
employees. Some of the comments made about this issue on the tourist advice
websites indicate that the failure of the local hosts to converge linguistically with
the travelers can be perceived as lack of deference and/or general job
incompetence. Thus, tourists may view inability to converge as unwillingness to
converge, despite the possible lack of information necessary to reach such a
conclusion.
The frequency of comments in the data reflecting this expectation of local
accommodation by using English shows clearly that many travelers place a very
high value on language selection convergence as a means by which to show
respect and consideration, which in turn indexes power relations.
The second type of accommodation issue is found when tourists are expected to
accommodate – often stated through the frequent advice that tourists should
learn a few words or phrases in the local language to show respect for the local
population. Such advice provides additional evidence of the acceptance of
convergence as an important social tool. Local language phrases that are
recommended are typically associated with English politeness strategies, and
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represent an accommodation strategy as their advocates generally proclaim that
their use will result in some form of appreciation from the listener – including
such responses as better service or increased openness or friendliness (thus
indexing capital).
Further relevance of accommodation theory to this analysis is shown by the
cognizance of relative differences in group status between the tourists and the
locals. The tourist is more willing to accommodate when the local resident or
visited location is perceived as having higher status. Tourists are generally aware
of the relative inequality in group status of the locals in the tourism service sector.
If they have determined that the local residents are of lower socioeconomic
status, they expect convergence – demonstrated by English language proficiency
and use. By contrast, for those locals/locations with a higher social/cultural status
than the tourist, it will be the visitors who will feel obligated to make some effort
(no matter how minor) at convergence with the local language.
Cultural and Social Capital
The most common understanding of the term “capital” is economic, directly
related to either money or goods. Bourdieu (1986), however, defines additional
forms of capital – stating that it is “impossible to account for the structure and
functioning of the social world unless one reintroduces capital in all its forms….”
(p. 242). Bourdieu (1986) describes three different guises of capital: economic,
social and cultural. While his definition of Economic Capital is similar to what is
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usually meant by that term – i.e., “immediately and directly convertible into
money and may be institutionalized in the form of property rights” (1986, p. 243)
– the other forms of capital are metaphorical (or metonymic) and only indirectly
related to economics, although they may be convertible into economic capital
under certain conditions.
The concept of Social Capital is made up of social obligations (“connections”.)
Social Capital is defined as the “aggregate of the actual or potential resources”
(248) which is linked to membership in a group. This form of capital is collectively
owned; it is a credential. As Bourdieu (1986) explains, the volume of the social
capital one possesses is dependent upon the size of the network of personal
connections that can be effectively mobilized, and the volume of the capital
possessed by the members of this network.
The present study is concerned mostly with the concept of Cultural Capital. As
defined by Bourdieu (1986, p. 243), it can exist in three forms: embodied (longlasting dispositions of the mind and body), objectified (forms of tangible cultural
goods such as art or antiques), and institutionalized (conferred properties such
as educational credentials). These types of capital can be acquired
unconsciously, and are directly tied to an individual. Because cultural capital is
more disguised than economic capital, it might be misinterpreted as legitimate
competence rather than as a way in which to maintain current social power
structures.
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As Bourdieu (1986) describes, Embodied cultural capital refers to the ways in
which external wealth is converted into an integral part of the person, and is
“marked by its earliest conditions of acquisition... (such as pronunciations
characteristic of a class or region)…which…help to determine its distinctive
value.” (p. 245). The Objectified form refers to the cultural capital resident in
material objects. This type cannot be passed on or inherited, because although
the actual material objects can be legally transmissible, the means by which to
appropriate them and use them in accordance to their specific purpose cannot.
The Institutionalized state objectifies cultural capital in the form of academic
qualifications, and it is “even possible to establish conversion rates between
cultural capital and economic capital by guaranteeing the monetary value of a
given academic capital.” (p. 248).
The concepts of cultural and social capital are important to the present study as
they relate to the capital currently granted through proficiency in the English
language. Although English language ability could be considered embodied, as it
resides within the individual, the value associated with this skill is conveyed by
social capital, the collective power “owned” by English speaking countries and
the economic benefits assumed to be associated with the language’s acquisition.
This affect of cultural capital on language is not limited to English; Bourdieu saw
these effects in the policy of linguistic reunification that followed the French
revolution. As Thompson’s (1991) analysis of Bourdieu’s theories points out, “the
policy of linguistic unification [favors] those who already possessed the official
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language as part of their linguistic competence, while those who knew only a
local dialect would become part of a political and linguistic unit in which their
traditional competence was subordinate and devalued.” (p. 6).
Bourdieu (1991) used the economic analogy to describe some of the ways in
which language can have worth, stating that the competence in and use of
certain styles can result in obtaining benefits associated with that version:
The constitution of a linguistic market creates the conditions for an
objective competition in and through which the legitimate competence can
function as linguistic capital, producing a profit of distinction on the
occasion of each social exchange. (p. 55)
Bourdieu (1991) also argues that linguistic exchanges are “relations of symbolic
power in which the power relations between speakers or their respective groups
are actualized.” (p 37). Taking Bourdieu’s statement that languages can have
relative value or linguistic capital, (Bourdieu, 1991), it is reasonable to view
attempts at accommodation as reflective of these differences in worth. Thus, the
linguistic capital of English as the lingua franca of tourism is relevant in several
ways.
First, the skill of speaking English can be viewed as institutionalized cultural
capital for hospitality sector workers in non-native English speaking tourist
locations, and this proficiency can be converted to economic capital as defined
by increased possibility of employment. This form of linguistic capital is most
directly tied to economics, as originally intended by Bourdieu.
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Second, there are some aspects of symbolic power in Bourdieu’s theories,
including a strong link between language and the power of the community that
uses it. Hanks (2005) describes this symbolic power as arising from and
reinforcing power differences. He states that by, “engaging in linguistic practice,
and quite apart from their intentions or aims, actors are complicit with the
pervasive power relations in which their language is embedded.” (p. 77). Tourists’
expectations with respect to the use of the English language reveal some of the
ideological nature of discourse, which represents and reproduces systems of
belief and power, and establishes and maintains structure of inequality and
privilege (Thurlow and Jaworksi, 2006).
In this study, the terms “social capital,” “cultural capital” and “linguistic capital” will
be used to refer to less tangible measures of value, thus applying Bourdieu’s
theories of capital metaphorically to the use of different languages in a tourism
context. The sources of power and worth might be different for different
languages. For example, English has power because it is widespread and used
as a lingua franca in many international sectors. French, which held this position
in earlier centuries, continues to have power because it is considered beautiful
and sophisticated.
France in general (and Paris in particular) has very high cultural capital. The
perception of Paris as “the City of Light” – and its reputation in movies and
popular culture as romantic and filled with art – enhances the cultural capital of
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the local language, French. The widespread opinion that France is the center of
fashion and home of the world’s best cuisine gives the local residents – and by
extension their language – high value. In addition, the idea that French is a
beautiful language (especially when compared to other international languages
with significantly less status such as Spanish) affects tourists’ attitudes toward
language when they visit Paris.
This use of Bourdieu’s terms describing the types of capital as strictly symbolic is
a departure from his original intent and claims. As Betensky (2000) described
Bourdieu’s theories, he clearly stated that “symbolic capital is capital that says it
is not capital” and that it is, by definition “convertible into material, ‘economic’ (in
the most common sense of the term) capital.” (p. 208) While the arguments
about the roles of cultural and linguistic capital in accommodation to local
languages as outlined in the following analysis have some overt economic
implications, these terms are used in more of a metaphorical sense than
Bourdieu intended. This use will be supported by my data.
Indeed, Bourdieu’s theories regarding cultural capital have been deemed
relevant – in metaphorical contexts – to tourism studies by several researchers.
For example, Jacobsen (2003) stated that tourists regularly try to assemble
power assets such as wealth in the form of “knowledge or ideas which legitimate
the continuation of status and superiority in order to build cultural capital” (p. 79).
In his description of travelers, Hannerz (1990) relied on Bourdieu’s theories of
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power and capital for his claim that expatriates with cosmopolitan attitudes use
their decontextualized cultural capital (such as professional job skills and
networks) to explore and understand new cultures. Citing Bourdieu (1984),
Thompson and Tambyah (1999) argue that expatriates feel free to travel
anywhere and be flexible “because they have sufficient economic, cultural and
social capital to sustain a favored position within the socioeconomic circuits of
the global economy.” (p. 228). These tourism studies serve as a precedent for
using the various kinds of capital in the following analysis.
The use of the term “capital” has become one of the major metaphors in
discussions and research about differences in power and status, referring to
many types of things that can be exchanged. The following study will address
these types of issues, adding “respect” as an additional type of commodity that
can be exchanged.
Environmental Bubbles
Cohen (1972) attributes the rise of mass tourism to, “a very basic change in
man’s2 attitude to the world beyond the boundaries of his native habitat” (p. 165):
a looser attachment to the native habitat and a greater willingness to change
environments and adapt to new ones. Cohen points out that in the past, it was
unusual for people to leave their own habitat except when forced to by extreme
2

Cohen’s use of the male noun and pronoun to describe, presumably, his intention to include all genders
should probably be excused based on the lack of sensitivity to this issue in 1972, when his work was
published (although Cohen and Cooper [1986] should have known better).
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circumstances. Widespread tourism, in which “appreciation and enjoyment of
strangeness and novelty are valued for their own sake,” has only existed since
the early 19th century, making tourism a “thoroughly modern phenomenon” (p.
165). In addition, Cohen credits technological achievements during the previous
two centuries for providing the modern tourist with the awareness of the outer
world required to establish the desire to travel. The advances in transportation
and the creation and growth of a monied middle class are also considered factors
in making increased travel for pleasure a possibility.
However, even though the potential for travel grew, Cohen states that, “not even
modern man is completely ready to immerse himself wholly in an alien
environment.” (p. 166). Cohen continues:
Often the modern tourist is not so much abandoning his accustomed
environment for a new one as he is being transposed to foreign soil in an
"environmental bubble" of his native culture. To a certain extent he views
the people, places, and culture of that society through the protective walls
of his familiar "environmental bubble," within which he functions and
interacts in much the same way as he does in his own habitat. (p. 166-67)
Several different traveler typologies have been developed. These include one by
Smith (1977), who bases her scale on the kinds of “leisured mobility” undertaken
by the tourist, specifically the types of activities – ethnic, cultural, historical,
environmental, recreational – focused on during travel. Another by Plog (2001)
uses a psychographic model that relates travel choices to personality types.
However, the most relevant for the analysis here was established by Cohen
(1972), who proposed a continuum of tourist roles based on the “possible
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combinations of novelty and familiarity” (p. 167) experienced on the trip; he
identified four main tourist roles: the “organized mass tourist,” the “individual
mass tourist,” the “explorer” and the “drifter”.
Cohen and Cooper (1986) created an updated typology in which the principal
criterion was, "the degree to which a tourist exposes himself to the strangeness
of the host society or, contrariwise, encloses himself within the familiarity of the
‘environmental bubble’ of his home society provided by the tourist
establishment." (p. 539). They describe a continuum of traveler identity ranging
from the institutionalized, those tourists who are, "more strongly ensconced
within the environmental bubble provided by the tourist establishment" to the
non-institutionalized, "the types of tourists who tend to expose themselves more
strongly to the strangeness of the host environment." (p. 540).
At the time this typology was first published, individual travel to many
international destinations was more difficult than it is now, and it was therefore
easier to establish different tourist categories based on their amount of reliance
on the “tourism establishment.” This assumed that those who were traveling
independently would have more exposure to the local culture than those traveling
as part of an organized tour, but there are many reasons this generalization may
no longer be the case. There is a new category of travelers – those organizing
their own itineraries but who might still seek the familiar.
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The Internet has significantly changed the dynamics of travel, enabling many
people to plan their own itineraries when travelling internationally, even to fairly
remote areas with little local resident proficiency in English. At the time when
Cohen and Cooper first put forth their theory, independent tourists needed to
make contact with locals in order to make travel arrangements, often in the
immediate location and on the day needed, and therefore were compelled to
have more intimate contact with the culture.
Now however, tourists are able to plan from a distance and in advance, booking
their own airline tickets and hotels, and making their own arrangements for eating
at local restaurants and seeing the sights the destinations offer. The ability to
almost completely bypass the “tourist establishment” – autonomously
researching a destination and booking the travel from the comfort of one’s home
– has the potential to make personal contact with the locals unnecessary, even
for independent travelers. The increasing importance and availability of Internet
travel resources, and the establishment of self-contained resorts may have
blurred the boundaries between institutionalized and non-institutionalized to the
point where these theories need to be revisited.
The electronic availability of such a wide range of information also affects how
“exposed” travelers feel to the local culture. Tourists’ research conducted online
might establish a feeling of familiarity with the location for many travelers well in
advance of the actual trip. The travel website Expedia (http://www.expedia.com)
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even offers “virtual tours” of hotels, with site users able to see 360° views of hotel
rooms, lobbies and restaurants around the world. This type of information helps
to assure tourists that there will be no surprises. Reading postings on the traveler
advice websites shrinks the world still further, particularly when the writers may
come from backgrounds comparable to the readers and have similar worldviews
about the location that could imply parallel reactions.
More recent studies about “environmental bubbles” – or those using Smith’s
(1977) term “tourist bubble,” a concept that is quite similar to Cohen’s theory –
focus on actual physical spaces such as hotel complexes and cruiseships
(Weightman 1987; Oliver 2001; Jaakson 2004). For example, Judd (1999)
explored how cities in the United States construct entertainment facilities to
attract and cater to visitors, “tourist bubbles” that “envelop the traveler so that
he/she only moves inside secured, protected and normalized environments.” (p.
37). In his study of “super-sized” cruise ships, Weaver (2005) states,
“Environmental bubbles are enclosed spaces that shield tourists from potentially
unpleasant experiences. These encapsulated environments are operated for the
exclusive use of tourists.” (p. 169).
However, few of the later studies about “bubbles” even mention the linguistic
implications first cited in Cohen and Cooper’s 1986 study Language and
Tourism. In this article, the authors state that the tourist typology had important
implications for language expectations, with a very strong correlation between
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the level of containment within the “environmental bubble” and assignment of
primary responsibility for language accommodation – to the tourists or the local
hospitality industry staff. Tourists’ expectations of language accommodation are
directly related to the desire to find other aspects of a foreign environment that
are similar to their accustomed way of life.
As Cohen and Cooper (1986) describe institutionalized tourism, “the hosts
staffing the environmental bubble are expected to accommodate linguistically
virtually completely to the tourists, whereas the tourists are not expected to
accommodate at all.” (p. 540). Cohen and Cooper (1986) state that, “the more
the tourist exposes himself to the strangeness of the host surroundings, the
greater will be the linguistic demands upon him while the more he encloses
himself within the ‘environmental bubble,’ the greater will be the linguistic
demands put upon his local interlocutors.” (p. 540). (The chapter on “Local
Language” in this study discusses the factors that influence tourists’ attitudes
towards the learning and use of the local language.)
Jacobsen (2003) mentions some language implications in the changing nature of
“tourist bubbles,” stating that an increasing number of participants in package
tours are not interested in “institutional attempts to mediate and interpret local
cultures” (p. 76), instead they rely on tour operators and travel agencies to act as
a safety net in case problems arise. She attributes these developments to
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“improved language skills of both hosts and guests and the expansion of English
as the lingua franca of travel.” (p. 76)
When exploring tourists’ willingness to go beyond the familiar, the theory of
“environmental/tourist bubbles” could be also be used to analyze the implications
for language in tourism. There is a connection between the tourists’ desire for
language accommodation from locals and their seeking out of the familiar in
other aspects of travel, such as food. The following data analysis sections
support the need to revisit the implications of tourist bubbles in terms of the role
of English language availability in international travel.
In view of the dramatic changes that the Internet has made to independent
tourism, a re-analysis of this concept should investigate the illusion of being able
to preserve some aspects of the “bubble” in spite of independent travel. Internet
resources allow users to feel as though they have achieved sufficient knowledge
about a location, a virtual familiarity, without actually going there. Having the
reality be inconsistent with these expectations might result in confusion or culture
shock upon arrival.
The increased ease with which the independent traveler to foreign locations may
function has included the availability of language accommodation, such as
English as a tourism lingua franca. Widespread English proficiency may have
become a “language bubble,” a part of their familiar environment that travelers
expect to find abroad. The Internet has made it possible for the local hospitality
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industries to contact potential visitors directly using English as a lingua franca.
The following analysis explores whether there might be a connection between
looking for an “environmental bubble” and searching for a “language bubble” for
the new type of independent tourists.
Internet communities
The idea of “community” is a recurring theme on travel advisory websites.
However, the ease with which Internet users can converse with others who share
one or more of their interests raises new questions about who may be
considered part of one's community. This is further complicated by the
attractiveness of the very notion of a concept of community, one that is still
important to these sites. For example, the “About Us” section of TripAdvisor
includes the statement that their “branded sites make up the largest travel
community in the world”3, while the “About Us” section of the Lonely Planet
website describes the provided information as coming from “the global travel
community” 4, and the rules for participating in its discussion boards are found
under the title “Lonely Planet Online Community Terms of Use.” 5 [bolding mine].
The concept of community is clearly salient. After reviewing the current literature
about this issue, however, I decided that the existing theories and discussions
about community – in particular how it related to the virtual world – shows that

3

Retrieved March 16, 2008 from http://www.tripadvisor.com/pages/about_us.html
Retrieved March 16, 2008 from http://www.lonelyplanet.com/about/whatwedo/lpwebsite.cfm
5
Retrieved March 16, 2008 from http://www.lonelyplanet.com/thorntree/termsofuse.jspa
4
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this concept is not really all that relevant to the problem at hand. I will briefly
discuss why.
Various fields have addressed the complex issues of "imagined communities"
(Anderson, 20066), but the establishment of website discussion groups and other
types of computer-mediated communication has forced a re-evaluation of what
"community" really means when considered in a virtual environment. Anderson
wrote about the framework of solidarity created among people who share a
conceptual comradeship. He called these communities “imagined,” "because the
members of even the smallest nation will never know most of their fellowmembers, meet them, or even hear of them, yet in the minds of each lives the
image of their communion." (p. 5).
Although he described examples of solidarity throughout history, Anderson
(2006) stated that the true imagined community did not form until the availability
of shared reading material. He claimed that members of the public found, "these
fellow-readers, to whom they were connected through print, formed, in their
secular, particular, visible invisibility, the embryo of the nationally imagined
community." (p. 44).
The impact of shared culture through books and periodicals may be profound,
but the spread and general availability of web-based communication has
fundamentally changed the dynamics of written communication. Compared to

6

page numbers from 2006 edition, first edition published 1983
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other types of discourse, web-based text has unique properties that affect its
relationship to both community and identity (Herring, 2004) and that must be
considered in any evaluation.
What constitutes a virtual community is a currently popular research theme, and
raises questions about the abstract concept of community that are not possible to
answer using Anderson's definition. While there is much debate about the
properties of online communities, Herring (2004) has identified six sets of criteria
that are useful for this purpose:
1. active, self-sustaining participation; a core of regular participants
2. shared history, purpose, culture, norms, and values
3. solidarity, support, reciprocity
4. criticism, conflict, means of conflict resolution
5. self-awareness of group as an entity distinct from other groups
6. emergence of roles, hierarchy, governance, rituals (p. 355)
Using Herring’s definition, the traveler websites cannot really be called
communities, as they are made up of many participants who only use the site to
obtain information on an occasional basis. They may or may not reciprocate by
posting reviews of places they have visited, and do not share any purpose other
than getting the best value for their travel dollar (euro, pound, yen, etc.)
Based on the perception of vast differences between traveler types, one can
reasonably expect that the preferred source of information for most tourists would
be others who share their own traveling philosophy – therefore, there are many
different websites for more specifically self-identified types of travelers such as
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backpackers, tourists with specific interests (art, food), ex-pats, etc. The bases
for these different types of outlook can include destinations preferred, what
services one desires/expects to find there, how long the traveler intends to stay,
and the form of conveyance preferred. On website discussion groups, the
“communities” include those people who participate in the discussions, or at least
are assumed to be reading the postings (“lurking”).
Although it may be attractive to consider oneself part of a community built
through a common interest, extending the definition to include these websites will
result in its becoming meaningless, an unacceptable loss of theoretical power.
While superficially similar to Anderson’s “imagined community,” based on some
sense of sharing without the opportunity to meet fellow members, the interactions
on tourism websites nonetheless are much too shallow and intermittent – with too
few shared values – to be able to represent a true community.
The following chapters demonstrate the application of the above theories to the
data analyzed. The first of these chapters primarily concentrates on how
Accommodation Theory and Cultural Capital interact to influence tourist attitudes
towards the use of local languages in the various destinations.
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4. DATA ANALYSIS - LOCAL LANGUAGES
This chapter explores the attitude of English-speaking tourists towards using the
local language when visiting international destinations. It is important to note that
in the vast majority of these cases, the travelers are not fluent in the local
language so there is no option for them to truly codeswitch between languages
for the purposes of fully communicating with non-English speakers. As Giles,
Coupland and Coupland (1991) pointed out in their analysis of the growth of
Accommodation Theory, “there are many ways of performing acts we could
deem to be accommodative, many reasons for doing or not doing so, and a wide
range of specifiable outcomes.” (p. 3) The reasons that tourists would consider
using a language other than English during their trips are more varied and
complex than mere communication.
As outlined in the Theoretical Framework chapter, Accommodation Theory
argues the primacy of receiver characteristics over other considerations. The
following analysis explores some of the differences in tourists’ motivation for
accommodation as defined by learning and/or using a local language in a tourism
context. Analysis of the comments from TripAdvisor reveals quite different
attitudes on this topic. If one accepts one of the major premises of
Accommodation Theory, that the relative statuses of the addresser and
addressee are vital to determining the level of attempted convergence, these
differences can be clearly attributed to differing perceptions of position and rank
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based on the language and location being discussed. Stereotypes held by the
tourists about the local residents also strongly affect the willingness of the visitor
to converge.
Bourdieu’s theory of capital (economic, cultural and social), described in the
Theoretical Framework chapter (Bourdieu, 1986), provides some insight into
tourists’ differences in attitudes towards various languages and their motivation
to learn and use the local varieties. The relative status of English as compared to
the local language, and the stereotypes held about the speakers of the local
varieties – appear to be a significant driving force in the willingness to attempt to
converge. It is difficult to definitively determine the source of the perception of
different levels of capital in the various locations. However, in addition to the
effects of class and social standing, several of the comments include veiled and
overt references to ethnicity, indicating that a significant share of the tourists’
assumptions about status might rely on race.
Local Language Learning
Postings about the role of the local language within the tourists’ travel experience
reflect many of the attitudes held about both the visited location and its residents.
These discussions about how much of the local language the tourists should
learn, when it should be used, and how, raise somewhat different issues than
many of the studies of accommodation through codeswitching.

47

While local residents’ use of English in non-native English speaking locations
clearly reflects accommodation to the visitors, the use of the local language by
tourists is a bit more complicated. The local language skills of short-term visitors
– such as tourists – are likely to be either non-existent or fairly limited, and
therefore tourists may be incapable of codeswitching regardless of their desire to
accommodate. While the choice of languages among bilingual speakers may
have been demonstrated to be consistent with accommodation theory, the
extremely limited local language skills of many tourists might restrict the extent to
which tourist language choice can be explained by the theory. Nonetheless,
although a lack of proficiency can limit codeswitching options, any attempt by a
tourist to use the local language can readily be seen as accommodation of a sort
and the desire to demonstrate some degree of convergence was evident in
several of the reviews analyzed.
Although local proficiency in English is often taken for granted and expected by
the travelers, the efforts of the visitors to speak the local language is almost
always portrayed in website postings as a more overt attempt at accommodation
and therefore as having great significance for the locals. While the availability of
English is often deemed to be part of a baseline level of anticipated service, the
use of the local language by the tourists is deemed to be clearly marked and
therefore expected to result in some sort of positive reaction from the addressee.

48

The excerpts from hotel reviews and other Internet traveler advice sites that have
been included in this chapter address the use and usefulness of the local
language for English speaking tourists. These comments reflect attitudes about
relative power and status through their portrayal of the value of learning and
using the local language(s) during a short vacation or business trip.
The issues addressed included discussions about whether any knowledge of the
local language is suggested, and under what circumstances. The advice given by
travelers to other travelers about learning and using languages other than
English often addressed goals other than communication. Many writers suggest
learning to use at least some of the local language – even limited phrases – for
assorted reasons that are only peripherally related to transmission of messages
from speaker to listener. Primary among the reasons given for learning some of
the local language is the anticipation of such responses as gratitude or courtesy
on the part of the listener, and these expected reactions varied depending upon
perceived relative power. In addition, the comments demonstrate the effect of
cultural stereotypes on the degree to which the traveler expects English
proficiency.
Comments about choice of language also reflect widely different levels of
seriousness towards the process of learning the local language and,
correspondingly, what level of proficiency is considered desirable or required.
Writers suggest different learning strategies depending on the relative status of
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the local resident and language, taking the learning of higher status languages
much more seriously.
One of the main questions addressed is whether tourists should attempt to learn
some of the local language in advance of their trips. If the response to this is
affirmative, the discussion then focuses on how much of the local language
should be acquired and why.
One position is that travelers must learn the local language to ensure that their
needs are met. This places the responsibility for accommodation and successful
communication on the visitors rather than on the local residents. The implication
that the tourist must learn the local language in these types of situations
mandates a fairly high level of communicative competence, much beyond the
learning of assorted words and politeness phrases. It also suggests a higher
status for the local language and residents (unless this need is accompanied by
a comment reflecting anger or dismay that the tourist has this unwelcome and
unexpected responsibility due to a shortcoming in training or proper attitude on
the part of the local hotel staff.)
An alternative stance is that travelers do not need to communicate in any
language other than English, but for various other reasons they believe that they
should attempt to acquire the local language at some level. It is generally
suggested that the tourist learn some local phrases – usually associated with
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politeness – such as “good morning/afternoon/evening,” “hello,” “goodbye,”
“please,” and “thank you”.
The reasons given for learning these phrases fall into two general categories. For
those local languages or cultures with a higher status, the tourists are
admonished to learn some phrases to demonstrate respect and encourage the
local residents to treat them kindly – or at least with less rudeness. This shows
respect as capital – with the tourists attempting to initiate an mutual exchange.
However, when the learning of politeness phrases is suggested for local
languages/cultures with less perceived status than that of English, the use of
local language by the tourists is an inversion of the power relationship. It is
normally expected that those with more money, power or status – generally the
visitor – will be accommodated by the local residents employed to serve them.
The phrases in the local language therefore take on an almost noblesse oblige
flavor, with the local residents expected to show gratitude for the tourists’ efforts.
This is an exchange of a different kind of capital – a pseudo-respect for more
tangible benefits.
The phrases generally suggested would normally be considered phatic
conversation, part of a ritualized interaction, but when used in the local language
by tourists these words take on a different meaning. For the foreign destinations
with higher cultural capital, these words are intended as a mechanism for paying
homage to the locals and successful maneuvering within the culture. In the
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locations with less status, rather than indicating an intention to be polite, the use
of local phrases by some tourists betrays condescension.
There were certain locations for which few, if any, suggestions were made to
obtain some level of knowledge of the local language; this omission could have
several different implications. These range anywhere from an assumption that
travelers should rely on the local residents to have sufficient proficiency in
English to serve their needs, to the notion that local languages, especially those
that are not Indo-European, might have such a high level of unfamiliarity,
foreignness or difficulty for the English-speaking tourist that gaining any level of
knowledge – even at a surface level – might be considered impossible (or at
least not worth the effort.)
The first type of assumption places the responsibility for accommodation on the
local residents, indicating that they should have anticipated and planned for the
need to learn the tourists’ language, generally English as a lingua franca, while
the second potentially distances the tourist from the local culture by a shared gap
that is “easier” for local residents to overcome. Again, the latter could either
assume greater language experience on the part of the local residents or reflect
the tourists’ misapprehension of the “strangeness” of the local language.
Reactions to tourist use of the local language – Paris vs. Punta Cana
By comparing tourist attitudes about the reactions expected from the locals when
the local language is used by the tourist, it is demonstrated that local residents
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and their language have different statuses depending on their location. Although
it is a universal truism that local residents would be grateful for tourists’ attempts
to speak the local language, the reasons for this appreciation, and the expected
results of the gratitude for the tourists’ efforts, in fact differ greatly depending on
the relative status and power of the interlocutors. The following discussion
includes analysis of excerpts both from hotel reviews/traveler advice pages and
from some forum discussions. The reviews/advice pages are monologic,
anticipating but not directly addressing a reader. The forums are dialogic, and
involved a string of answers posted by readers in response to a particular
question.
Paris vs. Punta Cana – monologic postings (hotel review/advice page excerpts)
Paris
Postings by native English speakers about language issues in Paris are fairly
common. These include comments about French language anxiety from tourists
contemplating a visit as well as post-trip descriptions of language experiences in
Paris, which advise that the tourist’s ability to speak French will result in
increased politeness and courtesy from their Parisian hosts. The concern about
being treated with consideration by Parisians reflects not only the higher cultural
capital of France – and Paris in particular; it also suggests the stereotype of
Parisians as rude and hostile to English speakers in general (and especially
Americans.)
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Speaking some French, and demonstrating some described politeness
strategies, is portrayed as a sort of talisman or secret password – protection
against being treated badly. This presumes that the type of privileged position
English speakers rely on in other international, non-native English speaking
destinations – that of higher cultural capital and the belief that a superior
economic status is a reason for the locals to accommodate to their choice of
language – is not generally applicable in France.
For example, the power of the French language ward off rudeness is reflected in
the following quote:
•

“My French is mediocre, but I truly believe the staff appreciated my
attempt, and they treaty me with great courtesy.” 7 (USA)

The apologetic and self-deprecating tone of “my French is mediocre” presumes a
deficiency on the part of the writer. The description of the hotel staff’s reaction as
courteous in spite of this “failure” placed these employees, with the responsibility
of serving the paying customer, in a position of some power, able to decide
whether or not the guests deserved to be treated politely. The tourist is yielding
authority to the staff. In this case, the writer projects that proficiency in French
was the justifiable marker of worth, and is grateful for the staff’s consideration.
The advice given by the next excerpt also presumes that the local staff receiving
a request has more power/cultural capital than the tourist visiting the city:
7
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•

“Please remember to say "bonjour", "merci" and "au revoir" and do not
demand, but gently ask for things, and more than likely, your requests
will be met!!8” (USA)

The implication is that if the traveler does not demonstrate politeness strategies
in French, as well as showing a degree of humility [“do not demand, but gently
ask”], requests made of the hotel staff will be denied. Even more interesting are
the suggestions that at some level this denial would be justified by the customer’s
behavior, and that even if the traveler follows these suggestions, having the
request granted is not guaranteed [“more than likely, your requests will be met.]
This places the higher level of cultural capital with the staff member, who has the
power to grant or deny the traveler’s wishes. It goes against that long-standing
American attitude that the one who pays calls the shots.
In addition to comments about using the local language in the hotel reviews, this
subject has also been discussed in “insider advice” pages. For example, a
posting titled “Inside France: Important Phrases” includes translations of several
basic phrases generally relating to politeness9, including:

ENGLISH
Excuse me
Sorry to bother
you...
Can you help
me?

8

FRENCH
Pardon
Excusez-moi de vous
déranger...
Pouvez-vous m'aider ?

PRONUNCIATION
Par-doh(n)
Ek-sku-zay mwa duh voo dayrah(n)-zhay...
Poo-vay voo meh - day?

Retrieved July 14, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187147-d587294-r4333946Westin_Paris-Paris_Ile_de_France.html
9
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The writer of this page also details the reasons why English speakers
(specifically Americans in this case) should learn the basics outlined:
•

“When Americans make a sincere effort to at least initiate the conversation
in French, most French people will be extremely gracious and helpful….In
France , a simple hello can be the difference between being treated with
courtesy and being snubbed in a restaurant or store. Never neglect to say
hello, and add the appropriate title to be even more polite.” 10

Again, this advice places the higher cultural capital in the hands of those who
would normally be considered to be of lower power level – workers in restaurants
or stores. In other types of locations – because of their job responsibilities for
meeting the customer’s needs – they would be expected to make the appropriate
accommodation due to the economic power of the traveler.
Punta Cana
Many reviewers comment on the desirability of learning a “little” of the Spanish
language before visiting Punta Cana. However, speaking the local language is
not described as a demonstration of politeness, but as a way to get better
service. Instead of having the same goal as described in Paris – being treated
with more cordiality – speaking a few words of Spanish in Punta Cana is
portrayed as an investment intended to reap more quantifiable returns. For
example, the following quote describes how speaking in Spanish may prevent
the local merchants from overcharging:

10

Retrieved August 18, 2007, from http://www.tripadvisor.com/Travel-g187070s604/France:Important.Phrases.html

56

•

“Prices are relatively high, and if you have a long list, I recommend you
take a taxi to Friusa ($10 each way), which is the local tourist village.
There, you can visit the shops and bargain better prices with the
merchants. If you talk in Spanish, they take less advantage of you than if
you use English.” (Canada) 11

In the following description of the results of speaking some of the local language,
the cultural capital – and associated power – lies clearly in the hands of the
English-speaking tourist. There is no question that the hotel and restaurant staffs
are responsible for serving travelers and meeting their needs; the issue is
whether the customers would get additional benefits beyond those expected. For
example:
•

“A few words of advice to the wise. Number one, learn a little Spanish
before you go. Spanish is their native language, and if you take the time to
respect that, it will pay dividends. Remember that good wine at the French
Restaurant I mentioned earlier? Well, that was the result of my
conversational Spanish.” 12 (USA)

The portrayal of learning some Spanish as an investment is also frequently
indexed by its association with tipping, as a way to help ensure better service. In
these cases, the goal of learning some of the local language is not altruistic or
communicative; it is clearly expected to pay off in some way with better service
by the hotel employees. The following juxtapositions of language with dollar bills
imply a metaphoric similarity:

11
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•

•

•

•

•

•

“The staff is so friendly! They really like it when you try to use even a little
Spanish. They also appreciate a tip but definitely do not have their hands
out expecting one.” 13 (USA)
“And remember, communicating with any of the help other than the
gardener or maid was no problem at all. All of them spoke english. And to
rectify the maid problem, we had pre-printed english to spanish sentences
made up on little pieces of paper to leave out for the maid everyday along
with a $5 tip… Just Google on a english to spanish free dictionary and a
whole bunch of sites pop up to use. It's great and free to use to prepare
yourself.” 14 (USA)
“The staff were fantastic. Try a little Spanish (although English is common
with staff)and treat them with a bit of respect and they are truly wonderful
people. A couple bucks here and there also goes a long way.” 15 (Canada)
“We brushed up on our Spanish before arriving and attempted to speak
Spanish with various employees, which they helped us speak better, and
we tried to remember individual names and address our servers by name.
This enhances the service level and ambience. Although gratuities are
included, we took many one dollar bills and tipped small amounts
regularly.” 16 (Canada)
“I would leave the minibar man (separate from the maid) a note in spanish
what I wanted, what I didn't want, with a dollar or two..and he did exactly
that...” 17 (USA)
“SERVICE & STAFF: We had fantastic service. Even though it is no
tipping, we always tip the maids and waitors upon arrival and always get
excellent service. We brought a lot of dollar bills. It helps to know some
Spanish too. I don't speak it fluently but know some phrases. The staff
appreciates when you try.” 18 (USA)

Each of the above comments portrays the writer’s intended use of the local
language not as a means of communication between equals, but as a benevolent
gesture from the traveler – the English speaker – who is coming from a much
13
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higher position of power than the local Spanish speaker. Linking the use of
Spanish to a tip places it in a category of something given from a person with
more cultural capital than the tip’s recipient. The first comment, stating that the
staff really likes it “when you try to use even a little Spanish” shows that the staff,
as the less powerful interlocutors, have no expectation of accommodation and
are therefore pleased for any level of linguistic adjustment towards them. Based
on this quote, it does not even need to be anything other than phatic for the
accommodation attempt to be appreciated.
The tourists’ assumptions of vast differences in the levels of cultural capital
between themselves and the local residents in Punta Cana are explicitly
highlighted in the following quotes:
•

•

19

“Resort employees were generally polite, but somewhat shy and
sometimes aloof. Knowing some Spanish would be quite helpful, though
certainly not necessary. Although tipping is included in the cost...you may
want to bring some one dollar bills. In this extremely economically poor
country, one dollar (or bottles of lotions etc,) are very appreciated by the
resort staff” 19 (USA)
“We learned a few helpful Spanish words and phrases that we found on
another website that was very helpful. We tipped the housekeeping staff
and wait staff a little each day, but nothing expensive a few dollars each
day. We could not tell the difference in service or how we were treated
either way, but tipping a little made us feel better because we met the
owner of the gift shop (she is an American) and she told us that most of
the Dominican people make less than 2,000 US dollars a year and a few
dollars can go along way for them.” 20 (USA)
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These quotes clearly place the writer at an economic advantage when compared
to the local people employed by the hotel. In the second quote, learning a few
“helpful Spanish words” and tipping are portrayed as the right thing to do, as
some sort of attempted compensation [“tipping a little made us feel better”] for
the writer’s recognition that he or she comes from a economically advantaged
country and therefore has more economic and cultural capital. By highlighting
even this modest effort, the writer demonstrates these actions were in excess of
what would be reasonably expected.
The following quote also focuses on the difference in perceived cultural capital by
asserting that the gesture of just using “a few Spanish words here and there”
would result in the local listener’s appreciation. Although the use of Spanish by
the tourists – the more powerful interlocutor – in these situations are acts that are
contrary to the rules set out by the accommodation theory, it must be noted that
there is no importance attached to the relevance, meaningfulness or actual
communicative effectiveness of these speech acts:
•

“Try to use a few spanish words here and there and they will greatly
appreciate the gesture.” 21 (Canada)

The extremely low level of effort needed to meet what the reviewers’ portray as
“demonstrating respect for the culture” or “interacting with people” is further
shown by the following quotes from Punta Cana reviews, although the effort
suggested here is somewhat higher as actual words/phrases are recommended:
21
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•

•

“Although some Spanish would be helpful, the main staff speak English
and provide service with a smile. I highly recommend geeting people with
at least "Hola" (Hi) and saying "por favor" (please) and gracias (thank you)
to show you have respect of the culture. It really makes a difference.” 22
(USA)
“If you enjoy interacting with people learn basic Spanish such as Good
Morning (Buenos Dias), Thank You (Gracias), Good Evening (Buenas
Noches), How are you? (Como esta usted?), etc. before traveling there if
not most understand English and French but alittle Spanish goes a long
way.” 23 (USA)

Neither of the phrase lists in the above quotes contains anything that might be
considered communicative, or offers any ways in which to understand responses
from local interlocutors that are not direct repeats. There are no suggestions
about correct pronunciation or ideas about how to learn additional words or
phrases. The second quote even suggests that these phrases are sufficient, as
“a little Spanish goes a long way.”
The following quote is interesting as it indicated that speaking Spanish is a very
simple task. It reiterates that staff appreciated it if you use Spanish, but implies
that communicating in the local language is so effortless that a native local
speaker can be fooled into thinking that a person who hasn’t learned the
language but is just “reading out of a phrasebook” is truly proficient:
•

22

“Most staff spoke enough English to get by, and they appreciated if you
used Spanish. My problem was that I had a good enough accent (reading
out of a phrasebook), so they thought I spoke the language, and then got
frustrated when I had no clue what they were saying to me. But they still
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appreciate if you make the effort. They speak about 4-5 different
languages each, so you have to understand that they can’t be masters at
all of them. Bring a phrasebook in Latin American Spanish. It will help.” 24
(Canada)
The above quote also has implications for the relevance of cultural capital to the
language choices made by the tourist, because it degrades the Spanish
language as somehow simplistic and easy to fake. The staff’s frustration might
have come not from an assumption of proficiency, but from the recognition of the
speaker’s lack thereof.
A reflection of the differences between the perceptions of Spanish – having fairly
low prestige – and French – having rather high prestige – can be found in the
following quote written by a reviewer about a Club Med located in Punta Cana.
Although the Dominican Republic itself has Spanish as its native language, Club
Med is predominantly French speaking.
•

“For Europeans - thanks for learning English. Someday maybe Americans
can get it together to become more multi-lingual. Until then, thanks for
letting me practice my college French.My husband and I thoroughly
enjoyed meeting so many Europeans. They were unfailingly gracious and
encouraging as I shook the cobwebs off of my French. To
Adrian,Simone,Frederic, Veronique, Bernard & Jacqueline - Merci
beaucoup. Hope to see you again.” 25 (USA)

In the above description the writer suggests that the predominance of cultural
capital resides with the “Europeans,” presumably French-speaking (and probably
White). The greater amount of power ceded to these interlocutors is made clear
24
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by the writer’s gratitude to them and her downplaying of her own French
language proficiency [“They were unfailingly gracious and encouraging as I
shook the cobwebs off of my French.] The inability of Americans to speak other
languages is derided [“Someday maybe Americans can get it together to become
more multi-lingual.”] This is clearly not the case with any of the comments related
to Spanish speaking in Punta Cana.
In contrasting ways, the excerpted comments acknowledge the idea that gaining
a level of communicative competence in the visited location is somehow
valuable. However, local language learning is often reduced to its most simplistic
terms. Rather than demonstrating recognition of the complexity involved in
saying the right thing at the right time, the advice offered to travelers contains
shortcuts to competence, sound bites portraying the possibility of producing
appropriate speech with the minimum of rules.
Understanding the complexities of competence, especially in politeness
strategies in one’s native language, is usually unconscious. Because native
speakers do not often think about these rules for their own language, the
assumption may be that they are not so complex, and it may therefore be
assumed that other languages will have very simple and straightforward
pragmatics. In the most drastic form, the rules of competence are reduced to
using any word in the local language, almost at random, to achieve the desired
relationship with the local peoples through showing effort at accommodation.
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The following excerpt highlights the recognition by the locals of the dismissive
attitude of some tourists when faced with the local language – here the vendors
reduce their own Spanish for tourist consumption to mock Spanglish [“cheapo”.]
•

“We walked down to the shopping at the local stores. Their favorite word is
cheapo!! So make sure you bargain.” 26 (USA)

Paris vs. Punta Cana – dialogic postings (forums)
The relationship between cultural capital and language expectation also appears
in several forum chats. These forums generally begin with a question posted by a
website user asking for advice about a particular location from other users who
may have had helpful experience. These are especially interesting as they reflect
the construction of a “dialogue” between several interlocutors about the subject
of language expectations. There are clearly different rules and expectations
about what constitutes communicative competence in this genre; what the chats
have in common however, is that unlike the posted reviews there are indicators
of identified participants (even if using pseudonyms) and conversation structures
such as turn-taking and referrals to previously made comments from other
interlocutors.
Paris
The following postings were found through a search of Fodor’s website with the
keywords ‘speak’, ‘French’ and ‘Paris’. Results were screened to find those with
26

Retrieved July 2, 2007, from http://www.tripadvisor.com/ShowUserReviews-g147293-d579774-r4232264Iberostar_Punta_Cana-Punta_Cana_Dominican_Republic.html

64

a question from a writer who intended to visit an international location without
speaking the local language.
One such posting on a Fodor’s Paris traveler forum begins with a question
demonstrating concern about the writer’s ability, or more accurately, suitability to
visit Paris without being able to speak French, and is quickly followed by several
responses addressing this issue. The original question and the first three
responses follow:
“French in Paris..advice needed!
Author: nelcarp Date: 03/10/2007, 11:34 pm
“Our family (2 adults and two girls 10 and 14) are traveling to the UK and
Paris in June and July for 3 weeks. We end in Paris for a short stay of 3
nights.
I've been to Paris with a family member who speaks the language fluently.
The more I think about it, I'm now getting worried as no one in my family
speaks any French. I don't want to be rude by not being capable of the
French.
Advice please.... Did I make a mistake adding this to our trip??
Thanks in advance for any guidance.”
Author: StCirq Date: 03/10/2007, 11:37 pm
“What kind of guidance are you looking for? You're going to a place where
you don't speak the language, is that the issue? You have 5 months to
learn some French, so do it.”
Author: MissZiegfeld Date: 03/10/2007, 11:40 pm
“No, you certainly didn't make a mistake adding Paris to your trip! It's a
wonderful city.
My suggestion: learn basic phrases in French. The french are big on basic
politeness. When walking into a shop, you always say "bonjour" and "au
revoir" upon leaving. Learn "s'il vous plait" and "merci" and use them
often. You won't become fluent in French before June, and you don't need
to. But learning basic phrases plays a big role in how you are treated (and
this really goes for most places in the world). Always ask "parlez-vous
Anglais?" (Do you speak English?) before you start speaking in English.
Most people do speak some English, those who don't will be more patient
with trying to figure out what you need (you will use sign language a lot!) if
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you are polite.
And definitely invest the $6.95 it costs for a phrase book—very, very
helpful, especially for menus. Enjoy Paris!”
Author: Travelnut Date: 03/10/2007, 11:42 pm
“If your family can learn a few words and phrases, it will make a good
opening for when you address a local. Any guidebook should cover some
useful terms..always apply a polite greeting and 'title', such as "Bonjour
Madame" before you ask for anything. You can always ask "parlez-vous
anglais, s'il vous plait?".. and say "s'il vous plait" and "merci" to people,
just like you should at home.
Your French-speaking family member can help you with the
pronunciation.” 27
The primary concern of “nelcarp” [“don't want to be rude by not being capable of
the French”] is not voiced as an inability to communicate or accomplish the tasks
necessary to travel efficiently within Paris, but as anxiety over being perceived by
the French as rude. The writer’s search for reassurance that it would be possible
to go to Paris demonstrates a perception of having less power and/or cultural
capital than the local residents. The actual question asked however [“Did I make
a mistake adding this to our trip??”] is rather vague and open to various
interpretations as to the role of language in travel in general and Paris in
particular.
The first response to this posting by “StCirq” confirms the writer’s concern that
lacking proficiency in French when visiting Paris would indeed be a problem. The
responder goes further by explicitly placing the responsibility for accommodation
on the traveler. In other words, a presumption that learning the local language
before going to Paris is simply common sense is demonstrated by the
27
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combination of the somewhat scornful nature of the first two questions when
combined with the third sentence directive. The first [“What kind of guidance are
you looking for?”] points out the vagueness of the questioner’s plea for
assistance. However, the second [“You're going to a place where you don't
speak the language, is that the issue?”] puts the questioner’s stated situation into
a larger framework of international travel. This is not portrayed as being a
situation unique to Paris, but one of any traveler who visits a location where they
do not speak the local language. The responder implies that even asking for
“guidance” is inappropriate as the answer should be obvious.
The final bit of advice is worded as a directive [“You have 5 months to learn
some French, so do it.”] The tone of this statement makes it clear that the
preceding two questions were intended mockingly as the solution to the
questioner’s dilemma should have been obvious. Rather than wording the advice
in the form of a suggestion or using other various politeness strategies, the
responder’s directness becomes derisive. Although this writer, [self-described in
another posting as “American with EU passport (Ireland)28,] assumes that as a
general principle, travelers who are planning to go to a place where they do not
speak the language should learn it – in fact this type of blanket admonition only
occurs in discussions about the French language. Searches for other locations
yielded no such data.

28
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The next responder, “Miss Ziegfeld,” focuses on the idea of politeness and
dismissed the idea that the failure to be proficient in French should prevent
“nelcarp” from planning a trip to Paris. However, rather than attempting to learn
French in 5 months, she suggests some “basic phrases” to demonstrate “basic
politeness.” The implication is not only that there is a minimum standard of
behavior which must be adhered to, but also that the specified “rules” are
applicable to all Parisians [“The french are big on basic politeness”] and to all
situations in Paris [“always say "bonjour" and "au revoir".] Miss Ziegfeld also
emphasizes the unquestionable nature of these “rules” through her use of
directives [“you always say”, “learn ‘s'il vous plait’”, “always ask ‘parlez-vous
Anglais?’”,“definitely invest the $6.95 it costs for a phrase book”.]
The stereotype of all Parisians as requiring politeness is another indication of the
perception of higher cultural capital. That the cited rules of behavior are phrased
as absolutes indicates a view that the rules of cultural competence are both fairly
simplistic and easily obtainable. In addition, it is clearly implied that it was the
responsibility of the traveler to comply with the local cultural standards, rather
than the reverse.
“Travelnut” has a similar viewpoint, although she bases her advice to “learn a few
words and phrases” on the desirability of making “a good opening for when you
address a local.” The consideration of making a good impression, and the
mention of getting help with pronunciation, are both indications of the importance
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of correct usage due to the perceived high status of Parisians and the French
language.
Punta Cana
The following discussion about the use of Spanish in Punta Cana was found on
the Trip Advisor forum section:
Manhattan25 NYC Posted on: 12:53 am, January 04, 2006
“Was wondering if you can still get around in DR without speaking Spanish?
Went to Playa Del Carmen a couple years ago and it was v. difficult to get
around without speaking Spanish or Italian. I speak v. little Spanish but still
would like to be stress-free when on holiday...”
BellaSky Ontario Posted on: 1:28 am, January 04, 2006
I don't speak a word of Spanish, and I never had a problem
communicating in DR.. you just have to be a little creative sometimes, and
switch gears to more simple, basic English.. not too hard to do. Spanish
will help pa lot though, so don't give up on learning..”
travelinjeff henderson Posted on: 9:55 am, January 04, 2006
“You can get around w/o being able to speak spainish but It's nice to try
while you are there. The Dominican's are very friendly and you will always
be greeted w/ a friendly HOLA...Each time I go i try really hard to learn
more...after all it is their country.” 29

The responses from “BellaSky” and “travelinjeff” both assured Manhattan25 that
he could rely on English, but did mention that Spanish would be somewhat
advantageous. However, the responses do not really suggest that Manhattan25
learn Spanish. They are much softer than those in the discussion of French in
Paris, and show that the learning of the local language is not expected or
29
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required. BellaSky encourages the questioner not to “give up on learning,” a
gentle bit of encouragement rather than the strong advice and resource list given
in the similar Paris query. Travelinjeff describes Spanish as “nice to try while you
are there” rather than as a necessary means of communication. Learning the
local language is portrayed as a personal decision, with travelinjeff indicating that
he attempts to learn some Spanish because “it is their country,” but this is
phrased as a personal choice rather than as giving direct advice to Manhattan25.
The local residents are somewhat stereotyped, with Dominicans being portrayed
as “always friendly” and always greeting people with a “friendly HOLA.” This
description positions the locals as having lower cultural capital and status than
the tourists, as people of higher status would probably not be portrayed as
always friendly, initiating contact with foreign strangers. The invocation of
friendliness is a clear contrast with the descriptions of the French, who are
described in less familiar terms.
The following excerpts from the TripAdvisor Punta Cana forum demonstrate
similar attitudes:
“Going to DR, but we don't speak Spanish”
JungleBride Posted on: 9:35 am, November 23, 2004
“My husband and I are planning a trip to Punta Cana this February. We both
took Spanish in high school, but don't remember much because we never
used it. We plan to brush up as much as we can during the next few months.
I've read some comments from Americans complaining that the staff at the
resorts in DR don't always speak English...which I understand, obiously it's a
Spanish speaking country! But, If we only speak a little Spanish, will we have
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any problems? I would imagine that as long as we're friendly and at least try
to speak their language, that we'll be fine. Any comments?”
elbobocan Chilliwack, BC Canada Posted on: 12:43 pm, November 23,
2004
“Hola! That is a greeting you will get. It is just their way of saying "Hello"…
You are quite correct in suggesting that a friendly attitude will get you far.
The chambermaids may be severly limited in their use and understanding
of English but the servers in the restaurants, the front desk persons, and
the BARKEEPS, will all have enough English to see that you enjoy
yourselves.
If you rember enough Spanish from school to say "please" (por favor),
"thank you" (gracias) and a few other phrases you will do well. Most
resorts offer brief classes in Spanish to their guests.
Actually I am assuming, perhaps incorrectly, that you are going to an allinclusive resort. If not your need for Spanish may be a little more
necessary.”
debbie_2332 Saint John, Canada Posted on: 1:25 pm, November 23,
2004
“Bob is absolutely right. We will be returning to Punta Cana for our 6th
time and we don't speak Spanish. We have learned quite a bit from
lessons on the internet and from our trips. The only staff that has very
limited English are the maids and some restaurant staff. Most others
speak many languages and will try their best to figure out what you want,
even down to sign and body language. It is a lot of fun! You just have to
be friendly and polite and they will respon to you in turn. If you find that
there is a total communication problem, the resorts have a guest services
desk located in the lobby where the staff speak anywhere from 4 to 6
languages. Just knowing the basics is very helpful. Have a great
vacation!!” 30
The writer of the original question, “JungleBride,” indicates some intent to try to
re-learn the local language [“plan to brush up as much as we can during the next
few months”], but her statement “I would imagine that as long as we're friendly
and at least try to speak their language, that we'll be fine” shows she does not

30

Retrieved January 31, 2008, from http://www.tripadvisor.com/ShowTopic-g147288-i27-k17086Going_to_DR_but_we_don_t_b_speak_Spanish_b-Dominican_Republic.html
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assume any responsibility for accommodation. The lack of commitment and
urgency betrays a lower status for the local residents.
Again, the statement that she intends to be “friendly” projects a relatively equal
(or possibly slightly lower) status of the local people. It is unlikely that a traveler
would believe that “friendliness” would suffice to build a cooperative relationship
with an interlocutor of higher status. Junglebride’s assumption that friendliness is
sufficient was fundamentally different from that espoused by the writers of Paris
reviews.
Her attitude is in fact that a demonstration of any degree of effort on the part of
the tourist would overcome any sort of language barrier. She implies that those
Americans who complained about the proficiency levels of the resort staff [see
chapter on “Poor English Proficiency” for examples] are not friendly and therefore
are not sufficiently accommodated to by the locals. There was a definite
connection made between friendliness and making an effort to accommodate by
speaking some Spanish, and an expectation that this effort would be repaid in
kind.
The response from “elbobocan” supports this idea, stating that “a friendly attitude
will get you far.” The characterization of maids as “severly limited in their use and
understanding of English” is overcome by the higher proficiency levels of the
direct service staff who all had “enough English to see that you enjoy
yourselves.” This places the responsibility for accommodation on the locals. In
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her response, “Debbie 2332” agrees with the previous statements, but indicates
lower status for the hotel workers as their role is described as trying “their best to
figure out what you want,” clearly putting the responsibility for accommodation on
the staff.
Madrid – Differences between Madrid and Punta Cana, Madrid and Paris
Madrid and Punta Cana
Attributing the differences in the views toward local languages to cultural capital
is further supported by analyzing the comments about the Spanish language
made by reviewers of Madrid hotels. The local language in Madrid is nearly
identical to that spoken in Punta Cana; however, the attitude of the tourists
towards Spanish in each setting is quite different. Although there are some
dialect differences in the Spanish spoken in these two locations, the vast majority
of tourists would not be aware of them. It is therefore reasonable to assume that
these are not driving the variation in attitude. The reviews show that there were
quite different responses expected to tourists’ use of Spanish from the local
residents of Madrid and Punta Cana, reflecting the variations in power within the
Spanish-speaking world.
Madrid and Paris
Like Paris, Madrid is a major European city, and therefore has high status and
cultural capital, but tourists’ attitudes towards the local language are different. It
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is possible that the negative attitudes sometimes attached to the Spanish
language – as “less beautiful” than French, as “easier to learn,” as a language of
poor immigrants – still apply in Madrid and therefore result in lower cultural
capital than French in Paris. Regardless of the reason, it is clear that the Spanish
speakers in Madrid do not intimidate people in the same way as the French
speakers in Paris. There are no comments about using the local language in an
attempt to gain approval or courtesy.
Madrid - monologic postings (hotel review/advice page excerpts)
There are several excerpts that portray use of Spanish as the accepted norm and
English as a concession made to those without sufficient proficiency in the local
language:
•
•

•

“The hotel was very clean, and the staff was friendly and helpful and
speak English for those that don't speak any Spanish.” 31 (USA)
“Front desk staff spoke sufficient english as our spanish was nonexistent
and we could not ask for more at this price (averaged about 75eur/ night).”
32
(USA)
“The staff were friendly and accomodating. I speak Spanish, but I heard
them speaking English with other guests.” 33 (USA)

In these cases, the responsibility for language accommodation is placed
unequivocally on the visitor. The lack of proficiency in Spanish is the marked
condition [“speak English for those that don't speak any Spanish,” “staff spoke

31

Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d228582r3984854-Hotel_Lope_de_Vega-Madrid.html
32
Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d229686r3567272-Hesperia_Madrid-Madrid.html
33
Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d582392r7394333-Hotel_Victoria_4-Madrid.html
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sufficient english as our spanish was nonexistent”.] The following quote also
notes this, with the additional expression of gratitude for staff accommodation:
•

“Although I tried to speak Castillian whenever possible in Madrid I
appreciated that several members of the staff spoke good English.” 34
(USA)

The following advice given about communicating with the locals also shows that
visitors who do not speak Spanish need to make the necessary adjustments to
deal with the situation. However, the advice in the reviews generally does not
suggest specific phrases, but just recommends learning the “basics” or
“rudimentary” Spanish:
•

“My final tip - very few people in Madrid seem to speak English so if you
don't know any Spanish try to learn a few basics before you go.” 35
(Netherlands)

The following quote also reflects the idea that the tourist has some responsibility
for accommodation, but hints that some of the local people have chosen not to
speak English. This implies that they could speak English if they wanted to, but
have decided against it.
•

34

“Also if your spanish is non existence take a translation book - most
people don't or chose not to speak English!!” 36 (UK)

Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d289578r7595648-Hostal_Barrera-Madrid.html
35
Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d530471r5405839-Husa_Nuevo_Madrid-Madrid.html
36
Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d228665r5324157-Emperador_Hotel_Madrid-Madrid.html
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One cannot determine why the writer feels that English is being deliberately
withheld based on this quote. However, the idea that at least some of the locals
feel able and/or willing to assert themselves through the use of their own local
language, and the tourist needs to adapt accordingly by taking “a translation
book,” indicates recognition of local power and status.
The only comment mentioning a specific Spanish word is in the context of how to
try to compensate somewhat for one’s lack of Spanish proficiency. This writer
claims that language barriers could be overcome by knowing one word, and a
fairly easy one at that. The anticipation of friendliness generated by the
suggested use of “hola” is limited to the hotel staff, not locals in general.
•

“If it's the only spanish you use, say 'hola' instead of 'hello', the initial
response you get seems to make it far more acceptable to speak english
afterwards. The hotel staff are very friendly once the effort of that single
word is made.” 37 (UK)

The reported reaction from locals in Madrid to visitors speaking their language (or
attempting to) is quite different from descriptions of the expected reactions in
locations with less cultural capital. While the latter predicted gratitude, better
service or even politeness, the former suggested more neutral results:
•
•

37

“They speak English pretty well but are also pretty happy to have you
practise your Spanish on them.” 38 (UK)
“Also learn at least a little rudimentary Spanish before you go. Most
Spaniards are understanding if you are trying to speak their language and
will help you as best they can.” (USA) 39

Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d228643r4400189-Asturias_Hotel-Madrid.html
38
Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d607162r5224131-Hotel_Room_Mate_Alicia-Madrid.html
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The concept in the preceding quotes that the Spanish would be “happy to have
you practice on them” or be “understanding if you are trying to speak their
language” is quite different from the enthusiastic receptions for use of local
languages predicted in Punta Cana and elsewhere. The lesser amount of
gratitude for tourists’ efforts reflects a perceived higher status/power of the local
residents. It is clear that attempts at using the local language did not even always
result in a positive outcome:
•

•

“We did our best to try and engage waiters, service people or shop owners
into conversation and struck out except at the hotel. People in Madrid
obviously do not care for Americans very much. I can speak enough
Spanish to order a meal or handle simple transactions so it wasn’t as if we
were being ugly Americans in Europe.” 40 (USA)
“Our only hesitation in recommending Madrid to visitors, would be that
very little English is spoken, and although we did speak a little Spanish (to
order food, drinks, buy tickets etc) the locals weren't that appreciative, and
at times, rather rude. We aren't a typical Brits-abroad family who speak
English and expect others to understand - I speak French and Italian - but
a little help from the locals would have gone a long way!” 41 (UK)

In both of the above quotes, the writers indicate that a somewhat rude reception
from the locals would have been justified under certain conditions, but they deny
that these conditions apply to their specific case. In the first excerpt, the writer
acknowledges the existence of “ugly Americans,” but claims that he or she is not
representative of this category of tourist due to the ability to “speak enough
Spanish to order a meal or handle simple transactions …” This description of
39

Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d488017r6624073-Hostal_Acapulco-Madrid.html
40
Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d277273r5327852-Senator_Gran_Via-Madrid.html
41
Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-r7551623Madrid.html
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local residents’ rudeness is different from perceptions of the Parisians’
discourtesy as it is blatantly resented.
The first reviewer concludes that the Madrid local people do not “care for
Americans very much” because of the lack of receptiveness to conversations.
However, there is no acknowledgement of the possibility that it may not be the
local cultural norm for waiters, service people or shop owners to engage in
conversations with any customers or visitors, and the response the writer
received might have had nothing to do with nationality.
A similar situation exists for the writer of the second quote, who claims not to be
representative of the, “typical Brits-abroad family who speak English and expect
others to understand…” In this case, the writer is dismayed by the lack of
appreciation the locals show for their attempts to “speak a little Spanish,” and
further tries to prove that they are not deserving of this poor treatment due to
their language proficiency in French and Italian – in spite of the fact that skills in
these languages is not relevant to Madrid.
The writers of both of these quotes are trying to assert self-identities that are
superior – with higher cultural and social capital – than the norm implied by the
stereotype of tourists of their nationalities. They are trying to overcome the
negatives associated with their nationality. This effort presupposes the stronger
cultural and social capital on the part of Madrid residents.
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Madrid - dialogic postings (forums)
The following excerpts from a forum discussing the need for proficiency in
Spanish 42 while visiting Madrid demonstrates an attitude towards the language
that is much closer to the portrayal of French in Paris than the thoughts about
Spanish in Punta Cana. Even the title “Worried - Please Help” indicates a level of
apprehensiveness that places at least some of the responsibility for language
learning on the tourist.
The initial forum question, posted by “tanya2004,” details her concerns about
visiting Madrid without speaking any of the local language:
tanya2004 Dublin, Ireland Posted on: 6:19 am, March 13, 2006
“Hi All,
I am travelling to Madrid for the first time in May (2nd – 6th) and I have been
lurking on here for the last while looking for tips as to what to do etc. I have a
couple of guide books at home and the one thing that keeps coming up is
how not many people in Madrid speak English. I do not no ANY Spanish at all
and I am very worried that this will be a huge problem – is it difficult to order
food and drink (Tapas as well as sit down restaurant meals) if you do not
speak Spanish? …”
The reported lack of English proficiency among local residents to speak English
is not deemed to be any sort of shortcoming on their part. It is accepted as a
given, and the writer is looking for a way to accommodate to the locals’ language
preferences. This theme is continued in the response posted by “Korgman”:
Korgman Glasgow, Scotland Posted on: 9:42 am, March 13, 2006
“It always helps if you can learn just a few basic words and phrases in
Spanish - that way you will not be dismissed as another disrespectful tourist.
42

Retrieved February 20, 2008, from http://www.tripadvisor.com/ShowTopic-g187514-i126-k507712Worried_Please_Help-Madrid.html
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You will then find that, more often than not, because you have made some
effort the locals will try to meet you half-way and will respond with as much
English as they have (which may not be a lot). Madrilenos, in my experience,
are genrally very friendly, welcoming and will go out of their way to help.
Many restaurants have menus in English/French/German to cater for tourists.
A lot of the time, for example in tapas or pincho bars, you will be able to point
to things and order. Try not to worry too much….”
Based on this answer, the primary concern is that the English speakers who do
not learn “just a few basic words and phrases in Spanish” would be “dismissed”
by the Madrid locals. The apprehension is not that the tourists would actually be
“disrespectful,” but that the locals would consider them as such. The possibility
that the local residents have the power to deem the tourists worthy of their notice
and attention, in spite of language, places a higher level of cultural capital with
the Spanish speakers in Madrid. “Korgman” also implies that a tourist’s attempt
at accommodation to the locals through the use of a few Spanish words would
encourage the Madrid residents to accommodate in return [“because you have
made some effort the locals will try to meet you half-way and will respond with as
much English as they have”].
The following responses also clearly place the language responsibility on the
tourist, and give specific information on both the most useful phrases to learn and
methodology to use while learning them. The second excerpt offers a wide range
of vocabulary words, going far beyond the usually suggested “politeness
phrases”:
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Atinor North Carolina Posted on: 4:45 pm, March 13, 2006
“Hello Tanya. I wouldn't worry, I would prepare.You have 6 weeks before you
travel. Pick up a travel Spanish dictionary guide and learn a few words.
Spend a little time every day between now and your trip. Learn to say hello,
thank you, please, excuse me. Also learn how to ask "where is.....?" Fill in the
.... with what ever you are looking for. You will need that. Take a small
dictionary or your little travel book with you to help you. I found very few
reataurants with menus in English. But don't be discouraged. Madrid is a
wonderful place to visit. Just spend some time between now and then
learning a few words. You will be quite surprised how easy it is. And this will
help you feel less nervous and more confident so you can enjoy your trip.
P.S. Also learn how to ask "how much does it cost?" and learn how to count
1- 10 and at least by 10's to 100. This will help alot. I hope this helps.”
mailer Philadelphia, Pennsylvania Posted on: 10:48 am, March 18, 2006
“…My wife and I just returned from 5 nights in Barcelona, 3 nights in Sevilla,
and 3 nights in Madrid. While I took Spanish for 3 years in high school, I
found this site very helpful preparing for the trip:
http://www.bbc.co.uk/languages/spanish/index.shtml
Some key words and phrases:
hello- hola
please - por favor
thank you - gracias
how much is this? - cuanto cuesta
good morning - buenos dias
good bye - adios
where is? - donde esta?
bathroom - aseos or servicios or lavabo (in Barcelona) - usually I would just
ask, "servicios?"
right - derecho
left - izquierra
How do you say...? - Como se dice...? (When I found someone willing to be
patient to tolerate my poor Spanish, I would pick their brain with Como se dice
_____? while I pointed to an object or food item. I was able to pick more
practical Spanish vocabulary that way.)
How are you? - Como esta usted?
a draft beer - una cana (I can't do the tilda over the n, but it's pronounced cah
nya).
red wine - vino tinto
white wine - vino blanco
beer - cerveza
soft drinks (like soda) - refrescos
water - agua
table - mesa
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bar - barra
la cuenta - the check (at a restaurant, bar, or cafe - just ask the waiter, "La
cuenta?"
one - uno
two - dos
three - tres
four - cuatro
five - cinco
six - seis
seven - siete
eight - ocho
nine - nueve
ten - diez
eleven - once
twelve - doce
twenty - veinte
hundred - cien
thousand - mil
I hope this short list helps. When in doubt, smile a lot, shrug your shoulders,
and point to what you want.”
The next writers offer advice to compensate for the questioner’s lack of
knowledge in Spanish by giving information on which Madrid local residents
would be most likely to speak English, but still the responsibility is clearly on the
traveler to accommodate by making the effort:
chipirrina madrid Posted on: 9:30 am, March 22, 2006
“It is true that many people in Spain don't speak English, specially people who
are older. But English is studied in every school in the country for over 30
years now. So if you need help or have a problem try and ask young people
and they will most likely speak at least some English. The good thing is that
generally speaking people in Spain tend to be helpful with foreigners.”
liverbird33 Bury England Posted on: 1:21 pm, March 22, 2006
“On our first visit to Madrid we could not speak a word of english and were
quite a bit out of the centre at the Puerto De Toledo Hotel. We ordered all
kind sof food off menus often to the waiters amusement but this was all part
of the charm. After a while we became able to communicate really well and
the Madrillianos really appreciated this and our willingness to try the local
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food and drink rather than touristy stuff. In the centre language is not really a
problem at all. You will be fine, and pointing always works well. …”
The differences between the tourists’ attitudes towards the Spanish language
shown in the Punta Cana and Madrid hotel reviews show that status is not solely
attached to the language itself, but to the cultural capital of the users. The
cultural capital held by these destinations is likely based on the race and/or class
of the local residents. While Madrid is a predominantly White European capital,
Punta Cana residents are of mixed ethnicity. According to the CIA factbook, the
ethnic groups of the Dominican Republic include “mixed 73%, white 16%, black
11%” 43, while the description of Spaniard ethnicity states “composite of
Mediterranean and Nordic types.” 44 Although race is not directly addressed in
the above excerpts, the Punta Cana residents are described as poor, deserving
of pity and charity – clearly of lower status than the reviewers themselves.
There is a clear difference in attitude between tourists’ use of the local language
in Paris versus Madrid, but this is most probably not based on race as the
ethnicity of the two locations are viewed as similar (some of the upcoming
comments will demonstrate that tourists sometime do not consider the residents
of Paris who are not White to be “true Parisians”). Rather, the higher cultural
capital of Paris is based on the mystique of the French.

May 20, 2008, from https://www.cia.gov/library/publications/the-worldfactbook/geos/dr.html# People
44 Retrieved May 20, 2008, from https://www.cia.gov/library/publications/the-worldfactbook/geos/sp.html
43Retrieved
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Attitudes Towards Local Non-Western Languages
Hong Kong
There are comparatively few comments in the Hong Kong reviews about learning
some of the local language. Two of the excerpts provide examples of the
Cantonese translations for numbers. The rationale for learning this is almost
exclusively economic, although the added benefit of “more smiles” is given also:
•

•

“It's important to know the numbers, since they are very handy when
bargaining in the markets. You have a higher chance of getting a lower
price if you speak their language.”45
“Cantonese is useful when visiting Hong Kong and Guangzhou. If you try
to use Cantonese with the local people, then you will be treated to more
smiles and cheaper prices.”46

There is a complete lack of references to “respect” or “politeness” that are often
given as justification for other local language learning. There is also a complete
absence of information about tones, without which the transliteration of
Cantonese could be considered nearly useless.
Another writer provides an idiosyncratic list of terms translated into Cantonese,
such as::
•

45

“Hello! = "Nay ho!"
Taxi! = "Dik see!"
Let's getting off the bus (or subway) now! = "Loke chay!" (nudge nudge)
Don't have any = "Mo" (Often used by shopkeepers and the 3 Stooges)

Retrieved August 18, 2007, from http://www.tripadvisor.com/Travel-g294217-c16280/HongKong:China:.B.Hong.Kong.China.B.Important.Phrases.html
46
Retrieved August 18, 2007, from http://www.tripadvisor.com/Travel-g294217-c16280/HongKong:China:.B.Hong.Kong.China.B.Important.Phrases.html

84

No problem! = "Mo mun tie"
Foreign devil = "Say gwigh low" (Point at your nose when using this
word)”47
At the end of the list is the following advice:
•

“Add a "cheeee sing" immediately afterwards for added effect (guaranteed
uncontrollable laughter from all Cantonese speaking folks in your
vicinity)”48

These instructions clearly are not intended by the writer to provide useful
pedagogical information or aim towards a level of Cantonese proficiency on the
part of the reader. The lack of intonation advice, the choice of translated words
such as “foreign devil,” and the advice to “point at your nose” while saying
“foreign devil” and “add a "cheeee sing” are intended to provide humor rather
than comprehension or true communication with local residents. In addition, there
is no sense that the laughter generated might be directed at them rather than
shared with them. This may be a result of the higher status and power assumed
by the tourist, without considering that local people might have occasion to feel
superior.
It is debatable why Cantonese was not treated with even the same low level of
serious intent as French and Spanish, but it is likely that the language is not
considered obtainable by Westerners, so the idea of tourists learning even basic
phrases is dismissed.
47

Retrieved August 19, 2007, from http://www.tripadvisor.com/Travel-g294211s604/China:Important.Phrases.html
48
Retrieved August 19, 2007, from http://www.tripadvisor.com/Travel-g294211s604/China:Important.Phrases.html
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Beijing
There are no reviews advising tourists to acquire the local language in Beijing.
Several reviews do counsel reliance on the hotel staff for any necessary
translations:
•

•

•

“The concierge desk was efficient about writing down chinese translations,
for destinations, on a card for the taxi excursions we took (highly
recommended and also circle the destination on a map for the taxi driver).”
(USA) 49
“The front desk would write our destination in Chinese and English. The
doorman writes the taxi license number for you and tells the driver your
destination. Remember to keep something to give to another driver when
you need to head back. Once we wanted to go to a second stop but did
not have it written in Chinese, so we had to go back to the hotel first.”
(USA) 50
“English is spoken by very few and those few only speak it to a degree so
best to always have a map in english AND CHINEESE so you can point to
where you want to go as taxi drivers tend not to speak english.” (unknown)

51

•

“One restaurant staff member even helped my friend translate something
into Mandarin and wrote it out for her in Chinese characters to ensure
smoother communication. There are also friendly staff members at
another entrance to help with cabs.” (USA) 52

Most of the comments that mentioned the local language(s) at all include advice
about having the hotel write addresses in Chinese for use when taking a taxicab,
but do not suggest that tourists should learn to speak/write it themselves. This
advised reliance on hotel staff members to translate addresses assumes that the

49

Retrieved May 13, 2007, from http://www.tripadvisor.com/ShowUserReviews-g294212-d523998r5804292-Courtyard_Beijing-Beijing.html
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52
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tourist is incapable of learning a sufficient amount of the local language to
function adequately in Beijing.
Even when the use of hotel staff for translation is not directly mentioned, having
Chinese characters available for taxi drivers or a phrase book for restaurants is
deemed important:
•

•

“You must have a travel book with addresses of attractions you want to
see written in Chinese characters. Taxi drivers that speak English are few
and far between.” (USA) 53
“Restaurants that are not associated with tourist will only have menus in
Chinese so take a phrase book with you at all times.” (USA) 54

There are no suggestions about making any sort of accommodations, such as
obtaining translations into Mandarin, for any local person except for taxi drivers
and non-tourist restaurants. Any references to other local residents take for
granted that English proficiency would be widespread. For example, the following
review also fails to suggest that tourist learn some Mandarin and the writer
dismisses the need for any knowledge of the local language, “since everyone in
China seems to know English well enough to communicate….”
•

53

“My knowledge of Mandarin (the language spoken in Beijing) is nonexistant - I can only say hello (nee hao) and thank you (shie-shie), but
since everyone in China seems to know English well enough to
communicate, it's never been a problem.” (USA) 55

Retrieved December 4, 2007, from http://www.tripadvisor.com/ShowUserReviews-g294212-r10922415Beijing.html
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Phuket
There are no comments in the Phuket hotel reviews about using the local
language, but there are a few discussions in the forums regarding learning and
using Thai. The forum “chats” indicate a very different attitude towards Thai than
is demonstrated towards most of the other languages discussed. An opening
question from such a discussion on the Fodor’s forum section on Thailand 56
follows. The main difference between the discussions about learning and using
Thai and the thoughts expressed about local languages in other locations is that
the writers are much more serious about learning Thai. The expression of a
desire to learn Thai is not met with responses that suggest a few words or
phrases, but advice intended to result in more substantive language acquisition.
•

Author: Rumrita1 Date: 11/27/2005, 08:15 pm
“I am planning a two week vacation to Thailand - would love advice on
purchasing a Thai phrasebook and audio CD so we can work on some
basic communication skills in advance of our trip. Thanks”

The writer of this question, “Rumrita1,” does not inquire about the need to speak
Thai. Her desire to learn the language is a given, and she is just interested in
obtaining information about the best way to accomplish her goals. There is no
indication of insecurity or nervousness due to concerns about “language
barriers,” apparent in the other language-related postings.

56

Retrieved August 24, 2007, from http://www.fodors.com/forums/threadselect.jsp?fid=27&tid=34713305
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The first response takes this question at face value and recommends several
sources for learning Thai, such as audio tapes from the local library and a phrase
book.
•

Author: heatherx Date: 11/27/2005, 08:44 pm
“Rumrita, I went to my local library and checked out an audio tape of the
Thai language. You may want to try there first. If they don't have one in
stock they can usually request one from another branch and notify you
upon it's arrival.
I also purchased a Thai phrase book (Lonley Planet I think) and plan to do
my best to 'speak the language'. There are many phrase books out there,
just find the one that is right for you.
I understand that they speak English in Thailand but also thought it would
be fun to try my hand speaking Thai while we are there.”

The first responder, “heatherx,” also addresses the issue of whether speaking
Thai is necessary when visiting Thailand. She stated that she understands “that
they speak English in Thailand,” but considers the experience of speaking Thai to
be “fun.” This goal is not directly related to the desire to be treated differently by
the local people as was the case with local language learning Paris and Punta
Cana. Instead it reflects a more internal motivation.
The next response describes learning the language as “nice,” but reassures
Rumrita1 that it is generally unnecessary. Although this type of comment is
sufficient to end the need for discussion of learning local languages in other
contexts, it is clearly not keeping in spirit with the discussion goals here:
•

Author: rhkkmk Date: 11/27/2005, 10:15 pm
“its nice to learn the language, but may i assure you that it will not be
necessary in most of thailand, except maybe in the country...”
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The recognition that the above contribution is not related to the general attitude
of the rest of the participants becomes apparent with all of the following
responses that follow. All of the remainder of the forum postings contain both a
suggestion as to the best source of learning Thai and an indication why the
author believes that learning local languages is a positive in some way. There is
little mention of the English language proficiency levels of the locals, while the
advice on available tapes and CD’s, and on the specific problems that could be
encountered while learning the Thai language, is quite detailed.
The following writer, “eurotraveller,” gives several reasons for learning the
language, most of which deal with the response of the local people:
•

Author: eurotraveller Date: 11/27/2005, 11:44 pm
Rumrita1, I bought the Pimsleur series and I have tried out a few phrases
in several Thai restaurants in Portland and the Thai wait staff was thrilled
that I knew some of their native language.
Some people, including myself, choose to learn some basics of the
language native to the country that they are exploring. It isn't about
whether or not it is needed. Also, keep in mind that not everyone spends
the majority of their time in Bangkok where English is widely spoken.
Many people travel to some remote places where knowing a few words is
definitely an advantage. I would guess that you would receive a warm
I
reception any where in Thailand if you spoke a few words of Thai!
learn a bit of the language of every country I travel in and it widens smiles
and opens doors for me everywhere.
Rumrita1, another option, if it is available is a series called "Inflight..."

Although eurotraveller describes restaurant staff in a Portland Thai restaurant as
“thrilled” when they found that he or she knew some Thai words, and states that
knowing a few words results in “a warm reception” and that knowing some of the
local language “widens smiles and opens doors … everywhere,” there is still a
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personal goal of choosing “to learn some basics of the language native to the
country” explored. This is a significant theme which is continued in further
postings. The incentive for learning the language is self-gratification, but there is
still an anticipation of obtaining more tangible benefits that is reminiscent of the
expectations of tourists using the local language in Punta Cana.
This theme of internal, in addition to the external motivation, is also reflected in
the next comment. “Marcy” indicates that she likes to learn the local language
and she enjoys being able to “speak a little.” The external motivation, being
appreciated by the locals, is minimized in relation to the other reasons which are
detailed first:
•

Author: marcy_ Date: 11/28/2005, 12:38 am
“I'm another one who always likes to learn as much of the local language
as I can before a trip. It's true that it's rarely necessary, but I really enjoy
being able to speak a little of the language, and I do think the effort is
usually appreciated. My favorite language courses are Pimsleur, although
they are VERY expensive. For my upcoming trip to Thailand, I bought Thai
for Beginners CD and book, by Benjawan Poomsan Becker, since I was
holding out for the release of Pimsleur's Comprehensive Thai couse (16
CDs). I've found Thai for beginners OK, but somewhat frustrating. You
can't use the CDs in the car, since the translations to English are mostly
only in the book. The book does have exercises for learning to read and
write Thai, though, if you're interested in doing that. Because of my
frustration with Thai for Beginners, I've decided to go ahead and buy
Pimsleur's short-version (5 CDs) Thai course that is currently available. I
have yet to find any language course that can beat Pimsleur. I also bought
a Lonely Planet phrase book, but I think that without listening to some
tapes or CDs first, it wouldn't be worth much, since Thai is a tonal
language and it's pretty hard to learn the different tones without hearing
them.”
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In her detailed description of language learning books and software, marcy is the
first responder to mention that Thai is a tonal language, indicating that this may
make the learning process more complex [“and it's pretty hard to learn the
different tones without hearing them.”] This higher awareness of language issues
makes it clear that any attempts to speak Thai would not be simply phatic, but
rather have a goal of true communication.
The next writer, “TexasSlim,” has a completely different attitude about the
desirability of learning Thai. He or she is discouraging about the possibility of
grasping the language, saying that it “really is a very tough language for
westerners to learn,” and is “hardly worth making the effort for just 2 weeks.” The
writer characterizes the local residents as only being “interested in conversing
with you in English,” although a few phrases would “come in handy and be
appreciated.” .The writer warns that attempting to communicate in the local
language without being able to demonstrate a certain level of proficiency could
result in undesirable consequences: ending up with “a massive balls-up on your
hands.”
•

Author: TexasSlim Date: 11/28/2005, 05:21 am
“Thai really is a very tough language for westerners to learn. It's hardly
worth making the effort for just 2 weeks. So many Thais (especially in the
tourist areas) now speak English, and even if you can speak Thai well,
they'll be only interested in conversing with you in English.
However, learn a few basic sentences/questions like "thank you - hello goodbye - how much? - it's delicious - not too spicy - very good" These
words will come in handy, be appreciated, and can easily be found in all
Thai phrase books. I wouldn't suggest trying anything more complicated in
Thai, such as directions, travel arrangements or medical complaints
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because it's way too easy to get it wrong and end up with a massive ballsup on your hands.”
This forum contribution clearly shows a different attitude towards which
languages to use when travelling. Instead of language learning being able to
provide some internal satisfaction, learning Thai as described by TexasSlim is a
bit scary and fraught with potential perils. The posting implies that the motivations
for learning a local language should be restricted to ease of acquisition and/or
necessity.
The contributor “crellston” disagrees with the “necessity” motivation and is much
more encouraging about the possibilities of learning the Thai language.
Acquisition of the local language “will improve your travelling experience
immeasurably.” providing the traveler with “much better service,” and “great fun!”
•

Author: crellston Date: 11/28/2005, 08:13 am
“Learning the language may not be necessary but will improve your
travelling experience immeasurably. Teach Yourself Thai - David Smyth is
very good and comes with a cd or tape. Linguaphone also have a book
and 4 CDs which cover most situations a tourist might encounter. As one
of the previous posters pointed out Thai is a tonal language and is difficult
to learn to speak correctly, unless you learn to read and write in Thai
script. The audio aids are essential to get the tones right having said this ,
many Thais will understand you from the context of what you are doing at
the time. The Thais will really appreciate you making the effort and you
are likely to get much better service as a result. Also, bargaining over the
price of goods in Thai is great fun!”

The above quote associates learning to speak Thai correctly with learning how to
read and write the language. It is unclear as to why this connection was made,
since it does not make any sense pedagogically.
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The forum thread continues with similar sentiments being expressed. In the case
of this discussion about Thai, the comparison of the cultural capital of the
interlocutors – the western traveler and the local Thai – is not as relevant to the
discussion of what language to use as it appeared in other locations. Although
there are some indications that the local language might be somewhat useful, it
is generally described as not necessary for communication but an enjoyable
challenge to learn. Those forum participants who post comments about not
having to learn the local language have a different mindset about traveling than
those who posted suggestions on how to best acquire some Thai phrases. It is
possible that the reason for these variances is that they consider themselves
different types of tourists, that attitudes towards local languages are also
reflective of diversity between tourist identity groups.
Chapter Conclusion – Local Languages
The vast differences between the tourists’ perceptions of French in Paris versus
Spanish in Punta Cana clearly reveal the discrepancy in cultural capital of the
two locations. The expected reaction of the Paris locals to the use of their
language by visitors demonstrates that the writers feel somewhat inferior to their
French hosts. The descriptions of the anticipated reactions by the locals to the
use of French by tourists in Paris show that the reviewers feel insecure when
comparing themselves to the Parisians. This reaction implies a projected lower
status assumed by the visitors, as clear efforts are made to gain the local
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residents’ approval and this is the case even with locals who would otherwise be
assumed to be of lower status due to their occupations in the service sector
(desk clerks, wait staff, shopkeepers, etc.) Anxiety is also evident as the writers
sometimes are intimidated by the French, possibly based on the stereotype of
rude Parisians. The efforts to gain status through use of the local language
shows the tourists’ desire to accommodate to the extent possible, and the advice
given for the French words most needed are almost all politeness terms, such as
hello, please, thank you, goodbye and personal titles
In contrast, the advice about learning the local language in Punta Cana has a
clearly mercenary quality. The ability of tourists to say a few words in Spanish is
depicted as a sort of investment, resulting in dividends such as better service.
The power relationships implied by this attitude are entirely different from Paris,
as the tourists assume a much higher status than the hotel staff. The locals are
expected to provide service and be compensated monetarily for it; their approval
is not sought. There are some reviewers who listed potentially useful Spanish
words, but they are portrayed as more simplistic as there is not the emphasis on
correct usage, or even an indication that communicative or cultural competence
is required. The motivation in these cases does not appear to be accommodation
at all, as there is no acknowledgement of the need for the words learned to be
meaningful.
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The differences between the perception of French in Paris and of Spanish in
Punta Cana are also evident in the forum discussions about whether proficiency
in the local language was needed. Although the people who asked the initial
question had comparable concerns, the responses are quite dissimilar. While the
respondents to the Paris language question emphasize the need for the traveler
to accommodate to the locals – in both language and customs – the Punta Cana
forums reassure the questioner that Spanish is not required and no attempts are
made to outline differences in cultural competency.
The disparity in the values of the local languages is obvious when analyzing the
reviews of Paris and Punta Cana, but the Madrid excerpts show that the cultural
capital is not necessarily language-based alone. The attitudes shown in both the
monologic reviews and the dialogic forum discussions demonstrate that it is
clearly the responsibility of the tourist to accommodate to the local language in
Madrid, and the level of Spanish proficiency suggested is much higher in Madrid
than in Punta Cana.
There are clear differences between the local status and types of tourists likely to
be attracted to Madrid and Paris when compared to Punta Cana. Madrid and
Paris, both major world/European cities offer attractions that expose tourists
more to the culture of the cities themselves, while Punta Cana is marketed strictly
as a tourist destination with all-inclusive resorts that isolate visitors from local life.
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These differences become even more obvious when looking at how these
locations are portrayed on the official websites.
Punta Cana is primarily a tourist resort in the Caribbean, and as the official
tourism website puts it, “In Punta Cana, it's all about the beach….The area has
become a haven for vacationers who are seeking a beach chair, a Pina Colada
and a good read….The majority of the over 30 resorts in Punta Cana are allinclusive, allowing for an easygoing vacation with plenty to do.” 57 Only the
vaguest reference to tours departing from the resort area hints at the option of
exposure to the local culture or community if a tourist is bored at the beach. In
contrast, the Madrid website states that it is “created by people living and based
in the city to ensure…an invaluable insight into what life is like here in Madrid”; it
continues, “Madrid possesses a wealth of cultural attractions…Madrid is a
thrilling city with hundreds of theatre shows, opera, dancing and countless other
forms of nightlife. You will also find the most exciting places to go for a night to
remember.” 58 This advertising is aimed at promoting the cultural capital of the
city itself, and assumes that the tourist will mingle with local residents.
While the Paris official tourism website also touts the many cultural offerings, the
“Paris Charms & Secrets” section even includes an option to “Meet the Parisians
at Work” stating, “If you’re intrigued to learn more about these savoir faire and
57

Retrieved May 21, 2008, from

http://www.godominicanrepublic.com/main.asp?xmlpath=/DominicanRepublic/Regions
/EastCoast/puntacana_en.xml&Lang=
58 Retrieved May 21, 2008, from http://www.madrid-tourist-guide.com/
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chat to Parisians about their professional activities and discover their place of
work, then this programme of visits is for you.” 59 This opportunity implies that the
even the workers of Paris hold a special status.

The attitudes toward Spanish and French in all of these places though are quite
different than those towards the local languages in the Asian destinations
discussed – Beijing, Hong Kong and Phuket. It is unclear as to precisely why
there are so few recommendations to learn some of the local language before
visiting these areas. However, one reason is that they may be considered so
foreign, and so difficult, as to be unattainable at any useful level. A language that
uses a Roman alphabet may seem more attainable than one in which the tourists
cannot hope to “sound out” the words phonetically. Other possible explanations –
assumptions that everyone speaks English or just a lack of caring by the tourists
– are not as plausible given the attitudes toward local languages shown in the
alternate destinations. Those tourists who indicate that they are seriously
interested in learning one of these non-Indo-European languages may consider
themselves, or be considered, as a different type of traveler with needs and goals
that vary from the usual independent traveler.

59

Retrieved May 21, 2008, from http://en.parisinfo.com/paris-sightseeing/meet-the-parisians-

at-work-1/
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5. DATA ANALYSIS - POOR ENGLISH PROFICIENCY
If English is the lingua franca of tourism, one would expect hotel reviews to
include similar attitudes about the levels of English expected in international
tourist destinations. To test this assumption, this chapter includes analysis of
complaints about lack of English in non-native English speaking destinations.
The data was analyzed for who was expected to speak English, under what
circumstances, and at what level of proficiency. The results reveal great
complexity in tourist attitudes towards lack of local English proficiency, and not
the simplistic viewpoints one might expect if the language is truly accepted as the
international tourism lingua franca.
Similar to the preceding chapter on “Local Languages,” this analysis finds that
local levels of cultural capital play a major role in tourist attitudes. However, the
relevance of cultural capital is expanded to include value placed on the English
language itself, as the data reveals additional information about how tourists view
the role of English in travel, as well as stereotypes about the destination and
local residents. The following complaints about English proficiency show that the
expectation of accommodation sometimes goes beyond the respective statuses
of the interlocutors. Rather, the language itself has became metonymic,
representing the power held by travelers, with the demand for English coming
from native-speakers from all over the world as well as from some tourists who
speak English as a second language.
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Comments about the lack of English proficiency on the part of hotel staff and
other local residents are fairly common across almost all locations, but the
reported consequences and the tone of the remarks show quite different attitudes
about the availability of the language. There is a clear division between locations
in which the travelers are deemed responsible for language accommodation and
those in which the locals needed to speak English. The findings are consistent
with the analysis of “Local Languages” comments explored earlier in this paper –
especially in relation to the cultural capital issues raised.
Nonetheless, the data demonstrates widely differing geographical and cultural
differences regarding the level of, and responsibility for, language
accommodation. The types of complaints included in reviews of higher status
destinations – such as Paris and Madrid – were quite different than the described
problems with English proficiency in “third world” locations.
In the two European destinations (Paris and Madrid) the remarks generally
indicate that the tourist is responsible, but to a differing degree. The complete
lack of complaints about English proficiency in Paris shows not that everyone in
Paris speaks perfect English, but that whatever level of English is demonstrated
meets or exceeds expectations.
In Madrid, the responsibility is less clear-cut. There is a fairly even division
between comments reflecting visitors’ responsibility versus locals’ need to
accommodate. However, writers who complain about the local residents’ lack of
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English proficiency often include some justification – details about the specific
problems caused by the lack of English proficiency. These excuses imply their
need to explain why their point of view is reasonable. Therefore, local English
proficiency is not just taken for granted or assumed as a right.
Although one complaint is unclear as to who should accommodate In Hong
Kong, most of the comments suggest that the local staff was responsible.
Interestingly, the reviews include details that indicate particular frustration about
the lack of proficiency in a specific skill area – listening.
The Beijing reviews are unanimous in the belief that the locals are responsible for
language accommodation. Although some reviewers counsel patience with the
local hotel staff’s lack of English, several indicate expectations for a high level of
proficiency, implying that a basic knowledge is insufficient.
In Punta Cana reviews, the responsibility for accommodation is clearly placed on
the local hotel staff. Moreover, there is a certain level of resentment directed at
the non-English speaking tourists staying at the hotels as well.
The most serious problems with lack of English, however, are noted in the
Phuket reviews, and demonstrate a level of overt racism not found in the other
locations. Many of the writers go on at some length to describe the problems
caused by the lack of English, and indicate high levels of frustration and
intolerance. At first glance, this attitude is ironic given the approach to local
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language learning in Thailand reflected in the “Local Languages” chapter. The
travelers who express interest in learning the Thai language often take the
endeavor much more seriously than the “learn a few politeness phrases” method
suggested for other destinations. It is possible that the local language in Phuket
is considered to be so difficult or strange that those who want to acquire it feel
obligated to take it more seriously, while those who do not intend to learn it feel
especially justified in their demand for English accommodation from the local
residents.
This chapter will analyze reviewers’ comments about communication problems to
discover the source of their beliefs about who has responsibility for language
accommodation – the tourist or the local hospitality industry staff – as well as to
determine the role of the English language itself. Differences in the way the
communication difficulty is described offer opportunities to analyze the effect of
power and cultural capital on these issues. However, it should be noted that the
explanations offered below are preliminary, and more data and analysis are
needed to arrive at more solid conclusions.
Non-native English speaking hotel employees who use English to communicate
with visitors are accommodating to the visitors – probably as a result of the
power differential. Accommodation theory states that the person with the most
power is generally accommodated to, and the employees (and the hotels who
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hire them) would logically accommodate because they recognize that the tourists’
expenditures are the source of their employment and income.
Paris
Unlike the reviews posted about other locations, the Paris data do not contain a
single complaint about the lack of English proficiency of hotel staff, locals or other
guests. Based on the frequent discussion of this type of issue in hotel reviews
about other geographical locations, the absence of these comments is startling.
This is clearly not due to a general higher proficiency in the English language
among Parisians encountered by the tourists, as there are several comments
stating that English-speaking assistance was not available in certain situations.
Although there might have been a lack of fluent English speakers among
Parisian hospitality industry staff, none of the reviewers complain about this, or
note it as a shortcoming. This indicates that none of the writers believes that the
responsibility for language accommodation lay with the local residents. The
higher cultural capital of Paris and Parisians lowered, even eliminated, the
international expectation that English be widely available in the travel sector.
Madrid
Madrid hotel reviews do include some complaints about the lack of English, but
several of the excerpts excuse the lack of English proficiency because the
reviewer had anticipated this and accepted it. For example, the following excerpt
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describes proficiency problems, but also implies that this situation is consistent
with the writer’s expectations:
•

“The staff is OK but their English isn't great, but that's the way it is in
Madrid. If we ever went back to Madrid (which we wouldn't) we would
stay in this hotel again.” (UK) 60

The writer of the above review assumes at least partial responsibility for
communication problems. Clearly, that the writer feels that there is a lack of
English proficiency in Madrid; however, the review does not suggest that the
solution is for the locals to learn the language, but for the tourist to go elsewhere
if English proficiency is important. An excerpt with a similar viewpoint, entitled
"Just OK," warns readers not to “expect too much” – including English speaking
staff. The opinion that the lodgings are adequate even without English language
proficiency shows that accommodation is not vital to fulfilling expectations:
•

“The good things about this hostal
(1) Location
(2) Wireless Internet
(3) Air conditioning
Apart from that, do not expect too much. Staff does not speak english
that well.” (Hong Kong) 61

Although the following quote does not address language expectations directly, it
includes information intended to portray the confines of local English language
proficiency without making value judgments about those limitations, and indicates
that the trip was worth making regardless:
60

Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d231636r3622372-Intur_Palacio_San_Martin-Madrid.html
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Retrieved August 25, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187514-d239434r5414461-Hostal_Madrid-Madrid.html
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•

“But be warned - we queued 2 hours at the main railway station in
Madrid to buy a ticket - although the station itself is worth a visit.
English is not easily understood!” (UK) 62

The following review, depicting the hotel staff as “skilled enough,” shows a
writer’s attitude that only a limited amount of proficiency is really required:
•

“The staff we dealt with were not strongly proficient in English, but
skilled enough to direct us where to find what we were looking for.”
(USA) 63

The depiction of the proficiency of the hotel staff in the next excerpt [“a range of
English language ability”] also ignores the question of who has responsibility for
accommodation. In addition, the lack of importance attached to the absence of
strong English language skills is shown in the phrase “We … would return given
the opportunity.”
•

“Staff were friendly and helpful, but had a range of English language
ability. We (a mature couple) would return given the opportunity.”
(Australia) 64

There are four comments from reviewers of Madrid hotels who explicitly treat lack
of English proficiency on the part of hotel staff as a problem – even an indication
of poor training. All give specific examples of how this inability to speak the
language affects them:
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•
•

•

•

“The staff at the desk were poorly trained and not good at giving
information in English“ (UK) 65
“In four days we were not be able to enjoy even a day in our reserved
hotel because they said they had a "problem with the reservations". we
traid to speak with a manager or a responsible person of the hotel and
we speak the chief reception called Julio and he could never explained
why we where not enjoying our stay in our orginal hotel reserved 2
months ago. In a very bad english, and with a rude way of speaking to
us instead of solving us the problem.” (USA) 66
“The staff were generally friendly and helpful but some only had a very
basic knowledge of the English language. One receptionist totally misunderstood a simple request due to the language barrier.” (UK) 67
“Also when asked for coffee / cafe latte at the glass bar i was served
with an irish coffee. English was very poorly understood. geniunely
could nt make this up!!” (UK) 68

Hong Kong
The following quote focuses on the effects created by insufficient staff English
language skills:
•

“Staff speak limited English which can be challenging.” (New Zealand) 69

The statement that the staffs’ limited English “can be challenging” presumes a
person or persons who would be challenged. No specific examples are given;
however, it may reasonably be assumed that the person “challenged” is the
reviewer, referring to some personal experience. Although the details of the
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specific interaction are unknown, the statement implies that the challenges posed
by limited English are generalizable: readers who are considering a stay at this
hotel may also find the limitations in English proficiency a problem. However, the
writer does not specify who has responsibility for the lack of communication.
The next review excerpt relates to the writer’s language expectation based on the
type of hotel reviewed.
•

“The Chinese Restaurant in the basement of the hotel was a special treat
for our last night. While the food was great there was very little English
spoken and we had to rely on one waitress to do the interpreting for us.
This was a surprise in such a hotel.” (Australia) 70

In this case, the reviewer is discussing the Eaton Hotel – generally given a rating
of 4 out of 5 on the TripAdvisor website. It is unclear what the means by the
comment “such a hotel,” but the reviewer implies that there are some cases in
which having “very little English spoken” would be acceptable and unsurprising.
The expectation extends beyond having the “one waitress” available for
interpretation, and implies that there should have been more English generally
spoken. The amount of English proficiency that the reviewer would have
considered to be adequate is unclear.
The following comment includes some of the same implications of local
responsibility; note a direct address made from the writer to the reader(s).

70
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•

“The staff at the front desk speak just enough English to communicate but
don't expect too much.” (USA) 71

In this case, the phrase “don't expect too much” is an imperative addressed to
the readers. It does not make a direct value judgment regarding whether a
greater level of English proficiency should reasonably be expected, it simply
states that it is not there and the readers should adjust their expectations
accordingly. What this quote does imply is that it is reasonable to expect some
English and that other tourists need to be warned that the proficiency level is
lower than anticipated.
The following quote suggests that knowledge of English is expected, as revealed
by its characterization of staff members who are not proficient as “handicapped”:
•

“The staff are also very friendly and even though handicapped with the
english language, they will try to communicate with their clients.”
(Phillipines) 72

The following set of negative comments regarding the hotel staffs’ lack of English
speaking ability comprises more direct criticisms. In all of these cases, the writer
cites a specific problem, blames it on the staffs’ insufficient grasp of English, and
unambiguously indicates that this was a failure on the part of the hotel to meet
reasonable expectations.
The first excerpt below focuses on oral receptive language abilities:
71
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•

“The only issue I did have was with the concierge desk. They speak to you
in English but dont really understand what you are talking about. Its like
the lights are on but nobody is home! I would'nt rely on them for anything
crucial.” (UK) 73

This quote goes somewhat beyond those reviewers who portray English
proficiency as an “all or nothing” skill by specifically – and quite rudely –
commenting on the lack of staff English listening skills. Although the writer
suggests (good) speaking skills [“They speak to you in English”], the apparent
failure of the concierge desk staff to comprehend the writer’s speech has been
interpreted as a lack of intelligence [“the lights are on but nobody is home!”]
which results in general incompetence [“I would'nt rely on them for anything
crucial.”] Interestingly, there is no responsibility assumed by the writer –
presumably a native speaker as the place of residence is stated to be the UK –
for his or her possible failures at speaking clearly, understandably or slowly
enough for second language speakers. The fault is portrayed as residing
completely with the hotel staff.
Another review has a similar observation about listening skills, but in this
example the problem is deemed to be reflective of Hong Kong in general:
•

73

“Hotel stuff is polite, chek-in/chek-out - swift and friendly. But some lateral
questions put them into confusion as far as their English is poor (the
service problem all around Hong Kong)” (Indonesia) 74
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Again, the problem is most probably perceived as lack of receptive skills, without
any blame being placed on the speaker. Although the writer does admit that he
or she tried to communicate about a somewhat unusual or unexpected subject
[“some lateral questions’], the lack of success is attributed to the staff having
poor English listening skills which results in a state of “confusion”. In this case
however, it is unclear whether the problem could be attributed to reception or
production, as it is possible that the staff in question understood, but did not have
sufficient English to formulate a reply – not being “confused” but having a too
limited vocabulary to cope with the demands of the situation.

The hotel staff who are not able to handle “lateral questions” may have
demonstrated the results of learning specific, common phrases or a specific
dialect, not acquiring the more encompassing grasp of the language needed for
English as a lingua franca. Although tourist reviews in the “Local Languages”
chapter demonstrate a belief that an extremely limited list of phrases is sufficient
for travelers to communicate in the local language, the complaints in this section
show that this approach does not work in real life. It is also clear that the tourists
do not assume the same limited list of phrases as sufficient on the part of hotel
staff.
Another example of miscommunication being attributed to listening skills is found
in the following:
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•

“Hotel was good, reception staff left a lot to be desired though as did not
speak good english. Asked for breakfast in bed but kept getting told they
did not do buffet.” (UK) 75

The actual cited issue is the misinterpretation of the statement “breakfast in bed”
as “buffet”. Once again, there could be many possible explanations for this
miscommunication, including lack of clarity by the speaker or a lack of vocabulary
on the part of the listener due to an unfamiliar colloquial phrase. “Breakfast in
bed” is not likely to be part of common employee-guest scripts; however, the
writer does not give the staff the benefit of the doubt, but simply blames it on the
reception staff for being unable to “speak good English.” It is more likely that
confusion resulted because the tourist did not use the more common hospitality
industry expression of “room service.”
The next review includes a purported transcript of a conversation between the
reviewer and the receptionist, intended as prima facie evidence for the language
failures of the hotel staff member:

•

75

“The staff are at least polite although I am not sure they actually
understood English!
Check Out Conversation;
Receptionist: How was everything?
Me: Pretty disappointing there have been a few problems.
Receptionist; Very good sir, thank you! (smile)
Me: No! I am saying this is possibly the worst hotel experience I have had
in recent years.
Receptionist; Very good sir, thank you! (smile)
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Me: (I looked blankly at him and left)
I never did expalin my issues to him, it was going to be hard work.” (UK) 76
It is unclear whether the exclamation point placed after the first sentence [“The
staff are at least polite although I am not sure they actually understood English!”]
is intended to indicate surprise or emphasis or both. However, as the phrase “I
am not sure,” precedes the description of what the writer recalled of the
exchange in question, it may reasonably be assumed that the ‘transcript’ is
intended to prove that the point the reviewer desires to make is the lack of
English comprehension and the complete disconnect between what the tourist
and the staff member are saying.
Analysis of this written exchange cannot explain what actually happened, but the
point is how the tourist perceives it. The encounter is presented almost like a
comedy sketch –leaving the writer’s attitude in no doubt. It certainly could be the
case, as the reviewer implies, that the receptionist is responding by using stock
phrases based upon pragmatic expectations of what is usually heard during a
hotel check-out exchange. The repetitive nature of the receptionist’s first and
second responses to the writer’s attempts to complain [“Very good sir, thank
you!”] could indicate that the speaker did not in fact understand what was said.
However, the miscommunication could equally be explained by culturally
incompatible politeness strategies. The cited “smile” might be considered an
inappropriate reaction by the western tourist who would probably expect a
76
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something like a concerned look in this situation, or it could have reflected a
strategy by the staff member to pretend not to understand a person who was
being culturally rude.
The resultant breakdown of communication [“I looked blankly at him and left”]
and the abandonment of the conversation by the hotel guest is based on an
assumption of lack of English proficiency rather than on any potential cultural
factors. [“I never did expalin my issues to him, it was going to be hard work.”]
Beijing
A few of the comments not only complain about the hotel staff’s English
proficiency, but also address the issue of how the tourist might deal with the
communication problems that arose. The following quote places all the
responsibility for communication on the hotel, and addresses the perceived
shortcoming by noting that there is a competent speaker somewhere – either on
staff or a fellow traveler:
•

“The staff's English was a bit weak, but someone could always be found to
help.” (USA) 77

The next excerpt also indicates that the writer believes that the responsibility for
accommodation lay with the local staff:

77
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•

“The only real problem we encountered was that the staff spoke very little
english and it could be very frustrating trying to explain, but got there with
sign-language etc!” (UK) 78

The complaints about lack of English proficiency among local hotel staff in Beijing
place the responsibility for accommodation on the locals. The writers identify the
inability to speak English as a problem, generally without allowing for the fact that
they are visiting a country with a very different first language (nor with any
recognition that learning English may be very difficult for speakers of Chinese.)
For example, a typical excerpt counsels the reader to “be patient.”
•

“The staff was OK. There were some language barrier issues, but they
tried to be accomodating. You just have to be a little patient.” (USA) 79

Claiming that the tourists need patience implies that there is a problem requiring
forbearance. Beginning with the statement that the staff are “OK,” a lukewarm
endorsement at best, the reviewer identifies one of the reasons for this
unenthusiastic description [“some language barrier issues”], but partially offsets
this drawback by noting their attempt to be “accommodating.”
The following quotes show a similar attitude – that a lack of English fluency on
the part of the local staff is a problem that they have the responsibility to
compensate for:

78
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•

“The only draw back was the staff didn't speak very much English except
for a few at the front desk but they overcome it with willingness to help and
politeness.” (USA) 80

The next excerpt shows that the expectations of English proficiency are rather
wide-ranging. It goes beyond the staff at the front desk – who would be most
reasonably expected to have the most contact with English-speaking guests –
and extends to the rest of the hotel employees.
•

“Other than a couple of front desk staff and the clerk in the gift shop, no
one else speaks English. We got the "...no idea what you're saying..." look
at the restaurant, the spa, from the bell hop, etc. The front deks staff does
seem to do the best they can to be helpful.” (USA) 81

The reference in the above quote to the "’no idea what you're saying’ look”
implies a certain lack of intelligence of hotel staff who indicated by their reaction
that they could not understand a tourist who was speaking to them in English.
From the description of the interactions, it is clear that the writer tries repeatedly
to speak in English with many hotel staff members (in the restaurant, spa etc.)
and persists in this conversational approach despite the lack of success. The
apparent failure of the reviewer to change strategy (e.g., sign language noted in
other postings) shows that the expectation of English as an accommodation by
the local staff is so strong it survives repeated disappointments.
Some of the language expectations in Beijing include an English proficiency level
that exceeds the basic skills deemed sufficient in other locations. For example,
80
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the following shows that some tourists believe that hotel staff, although English
speaking, do not have an acceptable level of expertise in the language:

•

•

“Also, the hotel staff's lack of English (except for the most basic requests)
often left me in a quandary, so I would especially not recommend this
hotel for a first time visitor travelling alone. In fairness, the lack of
knowledge of English is under no circumstance particular to the New
World Courtyard.” (USA) 82
“Now the negatives.There is a definite language barrier.Concierge and
front desk speak a little english but far from fluent.” (USA) 83

The reviewers’ perceptions of the English proficiency of the hotel staff as being
sufficient only for “the most basic requests” and being “far from fluent” indicates
that their expectations might have been quite high. The use of the term “lack”
twice when describing the English abilities of the staff indicates that they failed to
meet expected standards.
Expecting the local employees to be fluent speakers of English implies a level of
accommodation that may be quite difficult to achieve, and far outside the normal
level of comprehension needed. For example, the following two reviews specify
the type of conversations that some tourists expect local staff to deal with:
•

82

“Our dinner there was solid, but hardly inspired, from a culinary
perspective and frustrating from a service perspective (we couldn't find a
member of the wait staff who spoke enough English to communicate my
allergy to milk products, and I ended up with a dinner soaked in butter tnat
had to be sent back).” (USA) 84
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•

“They need to add at least one person to each shift that speaks english
fluently. The staff speaks passable English but if you want something out
of the ordinary(Like a glass of ice for your bottled water) they have trouble
with that.” (USA) 85

The above requests have significant cultural, as well as language, implications.
Although recent news reports have shown that the Chinese are beginning to
include more milk products in their diet, China has had a dietary tradition that,
among the vast majority of Chinese at least, has never featured significant
quantities of milk. 86 The idea of an “allergy” to milk may be quite difficult to grasp
in a culture that has had extremely limited exposure to dairy products. The
absence of such foods is so widespread that it is difficult to believe that a Beijing
kitchen produced anything “soaked in butter” (unless it was a highly unexpected
attempt to cater to Western tastes.) As ice in drinks is also a very Western (and
in some ways, very American) concept, a glass of ice may appear to be even
stranger and it is quite possible that the hotel staff might have understood the
words without being able to comprehend their meaning. Assuming that these
staff members are second language English speakers, and have learned the
language through school classes, it is difficult to understand how they could be
expected to handle these types of interactions.
Perhaps more importantly, the failure of the writer to take any responsibility for
communicating something as important as a food allergy, with no indication of

85
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willingness either to use either sign language or arrange for translation, shows
the depth of the feeling of English entitlement.
Punta Cana
None of the quotes about poor English proficiency within Punta Cana hotel
reviews include any suggestion that the writers believe that tourists themselves
are responsible for any degree of language accommodation. The failure of the
hotel staff to speak English well is described as a “difficulty” or a “challenge”. The
following review blames miscommunication and a “language barrier” on the fact
that “most [staff] did NOT speak english well.”

•

•
•

•

87

“The check in process was fine. Upon our arrival I realized that there
would be a language barrier since most did NOT speak english well.
Actually they barely spoke English.” (USA) 87
“The staff does not understand English so it was very hard to
communicate” (USA) 88“
Language barrier was challenging at times, some staff went well out of
their way to assist others had very little interest in understanding (this was
the minority). Dollar bills help in most cases.” (USA) 89
“When we went to pay at about 940 the store clerk refused to sell us the
items until she opened in the morning, apparently she had closed her
drawer out early. I pleaded with her but she stuck to NO which seemed to
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be the only english word she knew. That was that. Not even a toothbrush!”
(USA) 90
The reviewers quoted in the above excerpts clearly place the responsibility for
any language barrier or failure to communicate on shortcomings of the local
employees.
Some of the reviews went beyond mere description of language problems and
indicate a certain level of resentment at the lack of English:
•

•

“Make English a lanuage in Punta Cana" [title of review] The shows
seemed good if you could understand the. Everything was done in a
diffrent language. Never ENGLISH” (USA) 91
“Tourists- 80% Spanish and very rude so if you are from anywhere else be
prepared because nobody speaks English. This resort caters to the
Spanish tourists mostly.” (Canada) 92

The next set of reviews, although indicating a negative attitude towards nonEnglish speakers, focuses on English language expectation as a personal
preference rather than a general expectation.

•

•

90

“I was happy to have visited the dominican but think I would have had a
better time if I had stayed somewhere else. Not many english speaking
people at this hotel.” (USA) 93
“…I'm glad a saw the beach and water but I have not intentions of
returning back to the Domenican Republic. I'm on to a more "luxurious"
resort in an English speaking Island.” (USA)94
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The above quotes equate the value of the English language with luxuriousness,
with the level of (dis)satisfactions linked to future destination choices. This
reveals a monetary value to the language, counting it as one of the expected
amenities in more expensive locations.
Phuket
Many of the reviews indicate that the expectation of English proficiency in Phuket
by tourists was quite high, and there is little indication that the reviewers accept
any responsibility for accommodation due to a different local language:

•
•

“The personnel/thai people doesn't speak English like you would expect
in one of the most popular places in the world” (Belgium) 95
“You must learn Thai to speak to the staff on this hotel as they don't really
understand English, suprising for a 4 star hotel which I don't thing
passes for a 4 star.” (Australia) 96

The above reviews [bolding mine] clearly tie the location and rating of the hotels
to the expectations of English proficiency. The writer of the first quote indicates
that the popularity of Phuket was sufficient grounds to expect English, while the
second stated that English was related to the amenities a traveler would
reasonably expect in a 4-star hotel. In both of these cases, the English language
itself was given cultural and social capital. The availability of the language was

94
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indexed by the location’s popularity and demanded of hotels claiming to provide
a high level of service. The comments place English in the same class/category
as good hotel facilities such as comfortable rooms, cleanliness or good food in
the restaurant. The writers feel cheated, as they believe that they gave sufficient
payment for English availability but it was not provided. In the third quote below,
the tourist was so perturbed that the lack of English proficiency is listed twice
among the hotel negatives:

•

•
•

•

97

“Unfortunately thats where the positive things end, when we arrived they
only had one cabana room free, the majority of staff don't speak English
well at all, the safe in our room was broken and not fixed while we where
there, (2 weeks), the shower did not drain in either my parents room or my
own.” (New Zealand) 97
“Disliked: The service, very hard to communicate with the staff in
English.” (Australia) 98
“Negatives:
·Horrible service
·Non-English speaking employees
·Waitress/ Servers rather be sitting on the beach
·Poorly managed hotel
·Understaffed
It is very difficult to find an employee that can speak English—which would
probably explain why there was never an order taken down correctly.”
(USA) 99
“Disliked: staff's lack of english, strange air conditioning, restaurant menu
“(UK) 100
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•

“The service was average and food at the restaurant adequate but meagre
and uninspiring. The staff at the resort seemed disinterested and most
speak little English.” (Australia) 101

While the following reviews give excuses on behalf of the hotel staff members
who were not fluent in English, they still place the responsibility for
accommodation (and for the health of first writer’s child) with the locals:
•

•

“Having read all of the reviews I was quite prepared for some English
issues but decided to try anyways. I could handle the prawns being served
when I ordered pork, or onions in the dish despite having told them three
times that my son is very allergic to them etc. There were many other
examples - all of which I could tolerate and try to ignore on the basis that I
live in another Asian country with very little English. Disliked: The service
specifically the level of English” (Japan) 102
“To be honest they cocked it up a bit as the instructor didn't turn up so we
were delayed and ended up with a Thai instructor instead of the English
one but he turned out to be very good anyway and they dealt with it
honestly so it wasn’t the end of the world…” (UK) 103

Although both of these reviews contained assertions that the writer was not
overly bothered by the cited miscommunication problems, it is clear that the lack
of English proficiency was enough of an issue that the reviewers felt the need to
address it. The writer of the first review stated that he or she was “prepared for
some English issues” and could “tolerate and try to ignore” them, but the true
extent of the perceived inconvenience was demonstrated by the reviewer in
details of the actual problems encountered.
101
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The writer of the second review also downplayed the impact of problems caused
by lack of English [“it wasn’t the end of the world…”], but described the lack of an
English-speaking instructor as an error on the part of the staff. Both of these
comments, in spite of the attempts at minimizing the importance of the
communication issues encountered, reflected a perception that English
proficiency was expected of the hotel staff, and was not just an amenity or perk.
In the following quote also, the reviewer indicates that an expectation of English
is reasonable, but suggests that if a tourist can accept the bending of these rules,
there might be sufficient compensation:
•

“If you can live with personnel that does not speak English very well this is
a perfect hideaway.” (Austria) 104

Although the above was an endorsement of the hotel as a worthwhile vacation
spot, the writer makes it clear that staying there would require a compromise on
the part of tourists expecting English proficiency. The issue of cultural capital is
inherent in the statement “if you can live with personnel…” as it implies that the
“you,” in this case other tourists, have standards that are higher than those of the
visited location and may need to downgrade reasonable expectations.
Several comments about proficiency levels show a belief that English language
ability is not “all or nothing,” and might include a wide range of skill levels.
Reviews of hotels in Phuket often comment on the specific levels of staff English
104
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proficiency (e.g., describing them as “limited”) and are mostly negative, although
some of the comments regarding the staff’s poor English do offer some mitigation
to this criticism. For example, the following review focuses on the writer’s
success in coping, using “patience and a smile.” In addition, the rationale for the
necessity of coping is given as, “we are after all in their country.”
•

“Some of the staff speak limited English however with patience and a
smile we always managed to communicate. We are after all in their
country.” (Australia) 105

At the same time, the above comment belies the portrayal of culturally sensitive
tourism. The statement that the writer had “patience” indicates that there was a
hardship that needed to be dealt with in some manner – alleging that the staff’s
English limitation was a problem. Although it was excused to a certain degree, it
was still a failure on the part of the hotel staff. In addition, the use of the
pronouns “we” and “they” set up a clear dichotomy between the writer/readers on
one hand and the Thais on the other. “Patience” is a condescending term that
indexes an unequal power relationship and portrays the local residents as
children.
The following review also counsels patience, with the excuse that the staff are
“doing everything they can to help you …” This comment is directed at the
reader, including a request to be patient, with the politeness strategy “please”
aimed at a designated “you.”
105
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•

“Hotel Staff: We found all of the hotel staff polite, helpful and friendly.
Some of the staff speak very good english but others not. But please be
paitent with them because they do evrything they can to help you and
more”. (UK) 106

The viewpoint that it is reasonable to expect English, but that a lack of proficiency
can be counterbalanced through the demonstration of good faith efforts on the
part of the Thai hotel staff is also reflected in the following comment:
•

“They don't speak great english, but they try hard-so you have to excuse
some miscommunications.” (Singapore) 107

The statement “you have to excuse some miscommunications” places the
responsibility for learning English on the Thai hotel staff, but views effort as an
mitigating circumstance. It also places the power for forgiveness with the visitors
– another indication of a somewhat parental role.
The following does not specifically mention the English competency of the staff,
but even though the booking was “an easy process” the writer implies that the
“lilting” nature of the staffs’ English caused comprehension problems as they
needed to make “great effort to have themselves understood.” The reference to
“lilting” can also be perceived as somewhat pleasant, though of a lower status
than a more standard variety of the language.
•

106

“Booking in at Reception was an easy process, with the staff making great
effort to have themselves understood in their lilting English.” (Australia) 108

Retrieved July 6, 2007, from http://www.tripadvisor.com/ShowUserReviews-g293920-d302525-r6177294Le_Meridien_Phuket_Beach_Resort-Phuket.html
107
Retrieved July 8, 2007, from http://www.tripadvisor.com/ShowUserReviews-g293920-d523288-r3315255Baan_Krating_Jungle_Beach-Phuket.html

125

Once again, the duty of assuring language comprehensibility is placed upon the
staff, and a sufficient level of effort is viewed as sufficient compensation.
In the quote below however, the staff’s politeness does not seem to compensate
for the lack of English language skills:

•

“Staff was polite but they didn' t speak english very good.” (Greece) 109

Other comments reflect similar expectations about the need for all hotel staff to
speak English. While it may be reasonably expected that staff who provide direct
service to monolingual English speaking guests – such as hotel concierges or
front desk staff – should have sufficient English proficiency to accomplish their
job duties, tourist expectations went beyond this. For example, complaints in the
following addressed language problems with pool staff, hotel guards and omelet
chefs:
•
•

108

“Service at the pool was not good at all and most off the staff could not
speak English.” (UK) 110
“We asked the guards if a shuttle still ran and they told us to have a seat.
We waited about 15 minutes and asked again if there was still shuttle
service. They couldn't speak English. One of the guards handed me a
phone indicating he wanted me to call someone. The person on the other
end of the line told me that the shuttles were "off". I was very irritated at
the fact that there wasn't a posting anywhere of the shuttle hours and that
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•

the guards told us to sit for the shuttle. We can even look past poor
service who speaks very limited English…” (USA) 111.
“The buffet breakfast was excellent, although the staff does not speak very
much english and the omlette chef was quite confused.” (USA) 112

The following excerpts noted the friendliness of the hotel staff, but unlike some of
the previous quotes, did not consider it sufficient compensation for shortcomings
in English language skills:

•

•

•

111

“The kids club is very nice, but no aircon. the staff is freindly and smiley
but service is not that great there and most of the staff cannot speak
english which is a problem when you want to leave your kids there, and
cannot be sure if they will get food or toilet help when needed it.”
(Singapore) 113
“The breakfasts and fruit stall were great and staff cheerful but all we
conversed with spoke very poor english. This was most frustrating in
reception when even the smallest requests from us were not understood.
After speaking with several other guests, we found they all experienced
the same problem. We almost missed our shuttle to the airport because
the driver did not speak English and did not know we were waiting for
him.” (Norway) 114
“In fact, it was the staff that let the resort down as a whole. They were
wonderfully friendly and polite, but the lack of english skills led to huge
communication breakdowns. I gave up on contacting reception and room
service for help with problems with the room, or to order food as no-one
could understand us (I had a blown lightbulb on my bedside light for
several days as using a candle was less painful than trying to convey the
problem to reception) On our last day I had to send my caesar salad back
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to the kitchen 4 times due to the chef on duties inability to read the
recipe!!” (UK) 115
The effects of the lack of English knowledge on the part of the staff are described
as “a problem,” “frustrating,” and leading to “huge communication breakdowns.”
There were no indications that the writer felt any responsibility for the success of
the communication, and the entire burden was placed on the hotel staff
members. The problems described were all based on requests from the guests
that were unmet. The statements about friendliness, smiles, cheerfulness and
politeness were used as the first part of a ‘but’ clause, in which the troubles
encountered negated any benefit that the sociability/politeness of the staff would
otherwise be expected to engender.
The vast majority of the negative reviews simply criticized the staffs’ English
proficiency. In these cases, the expectation of English proficiency on the part of
the local Thai staff was considered to be so naturalized that no justification was
required. Some of these comments related to specific problems caused by
miscommunication, and detailed the trouble encountered. Several of these
quotes relate to hotel staff who would generally not be called upon to interact
extensively with English-speaking hotel guests, but the existence of a problem
expands the range of staff to which an English expectation applies.
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•

“All of us were bitten by mosquitos because as it turns out the maid would
routinely leave the door open while cleaning the rooms. Our maid did not
speak English so communication was difficult.” (USA) 116

The type of problems detailed give indications as to the type and/or degree of
English language expectation. For example, in the above complaint the level of
language competence expected extended somewhat beyond the basic duties
that would reasonably be expected of a maid to do. Leaving the door open while
cleaning the rooms is probably her standard practice or hotel policy, and the
amount of English vocabulary required to communicate a requested change in
usual routine might be beyond a basic level. However, the blame for the
mosquito bites was placed directly on the maid’s lack of English proficiency. The
options of using signs or gestures or speaking with the staff at the front desk are
not addressed, so whether these solutions were tried is unknown. The complete
lack of taking responsibility for one’s own well-being is similar to the allergy
communication problems cited earlier in the chapter.
Other similar comments were made about the English proficiency of hotel staff
who would not normally be called upon to converse with English-speaking
guests. The following writer complained about the inadequacy of an attempt at
compensation for blackouts in the hotel:
•

116

“We stayed 5 nights, 2 of which we had no electricity for most of the day
and all night and therefore no air con. I know Phuket is known for its
blackouts however when you're paying $250 plus a night you expect (as
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they seem to at other hotels) that they'd have a generator... no such luck.
We went to reception and asked to speak to someone about it and it was
either 'no english sorry' or 'not our fault.' We weren't trying to suggest it
was their fault however it just didn't seem right considering what we paying
each night that the hotel didn't offer anything in the form of compensation.
When it was over they sent the maid around with a hand picked flower for
each room. She couldn't speak any english other than sorry. I really didn't
think this was appropriate or fair on the maid as by this stage we feeling
pretty fed up and a flower from outside didn't really cut it.” (Australia) 117
The implication of the above excerpt was that the writer wanted or expected an
opportunity to complain to management in English and receive either a detailed,
sufficient response in the same language or their money back. This expectation
could have been further complicated by cultural miscommunication as the guest
and the hotel staff appeared to have very different ideas of what would entail an
appropriate response. Regardless, the lack of English language proficiency by
several layers of hotel staff, even when coupled with the need to respond to a
somewhat unusual situation, seemed to be one of the major contributing factors
to the writer’s frustration.
The following excerpt addresses this issue directly by stating that security
personnel with the hotel should speak English, and explaining why:

•

117

“I tried to explain to the security man that this was an emergency case and
my little child was already having started to feel very bad and could not
hold herself anymore. The security man first of all he did not understand
BASIC ENGLISH and second he kept pointing us the lobby area. Finally
after a big argument we had to leave the taxi on the spot and go to the
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villa by feet, and when we arrived the panties of my little one was already
dirty. So, first of all, Security men they should speak at least basic English
language as these people are to solve the problems of the guests and not
perform only traffic, very rear traffic arrangements within the hotel area”
(Greece). 118
The writer of the above review believed that the level of language proficiency
needed to comprehend that the family’s child urgently needed to go to the
bathroom and that, as a consequence, the rules about where taxis are permitted
to drive on hotel property needed to be broken, was “BASIC ENGLISH.” The
strength of this belief, and its special status, was emphasized by the
capitalization (shouting) and repetition of the phrase. The security man’s attempt
to cope with being faced with a language that he did not understand [“he kept
pointing us the lobby area”] was deemed inadequate.
The concept of “basic English” is interesting, as it implies the level of proficiency
one should expect anywhere – anytime it is needed. “Basic English” is a
minimum expectation for which no apology on the part of the tourist is needed,
and also appears in the quote below:

•

118

“The first impression wasn’t too bad, the staff don’t even speak basic
English, which is not a problem until you have to ask them for
something….They have a bar restaurant with live music, starting from
about 7pm, it wasn't bad at first as you could hardly hardly here it. But the
music got louder and louder as the night progresses, we went to bed at
10pm, you need to with next day pick up to go to the Similians at 6.15am,
we couldn't get to sleep, the music (if you can call it that) was so loud.
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Furious, as there was nothing on the hotel website or the website we
booked the hotel with warn you about this, we went to the reception,
demanding for a room change, if you can get a bungalow at the far end of
the garden, it’s not so bad, but as I said, the staff didn’t speak much
English, we stood there, waving our arms and things, trying to explain to
them. We wanted to move to a different hotel but because we’d already
paid for it in advance, we couldn’t “be bothered with having to speak to the
non English speaking staff and we were really tired after each day of
diving.” (UK) 119
In this case, the strength of the writer’s language expectation is made quite clear
with the use of the phrase “don’t even speak basic English,” in which the
speaking of basic English is portrayed as a reasonable baseline anticipation. The
staff is sequentially described as not speaking “basic English,” not speaking
“much English” and as “non English speaking.” The described coping mechanism
used by the reviewer [“waving our arms and things, trying to explain to them”]
shows no recognition of its inadequacy or any responsibility to compromise, let
alone use any of the local language in order to achieve understanding.
Some of the reviewers use their descriptions regarding lack of English speaking
ability as insults. For example, characterizing the process of making the
reservation as “a real nightmare,” the following review linked lack of language
proficiency to the ability or willingness to meet the reviewer’s needs.
•

119

“Going through the reservation was a real nightmare, the staff practically
didn't speak a word of english and would not satisfy any of my demands
(like actually booking the 4 rooms and sending me a confirmation
eventhough they still had rooms avalable!) or beeing able to give me
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details for renting a car… The staff doesn't speak a word of english except
from this adorable Australian woman who managed to be very helpful
many times.” (France) 120
It is clear that the phrase “practically didn't speak a word of English” was
intended to be disparaging rather than a matter-of-fact description. A stronger
claim [“The staff doesn't speak a word of English”] was repeated later in the
review. These statements most probably indicated that the staff might have
spoken some English, but not at a level sufficient to deal satisfactorily with the
writer’s wishes. The reviewer implied that increased language proficiency might
have resulted in a more satisfactory outcome. The characterization of the
requests as “demands” emphasized the writer’s assumed position of power over
the staff. The praise for one of the staff members, an “adorable Australian
woman,” seems to be based at least partially on English language ability, and
shows a patronizing attitude. It cannot be definitely determined if race factored
into the praise, but based on the comparison with the local residents it is highly
likely.
Another insult based on lack of English proficiency follows:
•

120

“English is poorly spoken for such a resort which often leads to problems.
Ordered food and drinks by the pool one day. Thirty minutes later, the
order hadnt arrived, so wife enquired as to where it was. The usual
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confused look on the waiters face appeared, followed by the ususal "dont
speak english/french/german anything" monotonal grunts.” (Australia) 121
In this case, the staff member’s lack of comprehension when addressed by the
reviewer’s wife, asking a question in English, is ridiculed as “the usual confused
look.” The writer describes the utterance by the waiter in response to being
addressed in this foreign language as “the ususal ‘dont speak
english/french/german anything’ monotonal grunts.” The reviewer’s listing of
English, French, and German portrays them as having value [“anything”],
especially when contrasted with the local language or the staff’s attempt to
communicate despite language difficulties, which is described as" monotonal
grunts” – insulting in its implication of animalistic conduct.
In the following excerpt, some racist overtones are present, as the writer
contrasts the “helpfulness” of the “European” chef with the difficulties inherent in
dealing with the local residents:
•

“The chef is european, so he was most helpful, but when he wasn't around
I found life difficult. This isn't helped by the fact that the Aleenta's staff
speak very little english on the whole, and trying to get them to understand
a dietary requirement was well nigh impossible.” (UK) 122

The notion of “English as amenity” is reflected again in the following description
of a conversation that the writer had with the hotel manager regarding this issue:
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•

“While the manager handled it by giving us the room we wanted there are
several issues here: a) for a five star hotel the service level is not up to
scratch - guests should not be inconvenienced (ie we shouldn't have had
to move in the first place or made to find which room they belong in or be
kept waiting!) b) English is def a problem. Management said that they
have hired a full time English teacher but admitted that this will take time”
(Japan) 123

The “problem” of English is tied to a comment regarding expectations based the
rating of the hotel [“for a five star hotel the service level is not up to scratch.”]
Although the writer gave no specific examples of language difficulties, the
comment [“English is def a problem”] declared the problem fact, not opinion. In
support of this “fact” was the reported management response to this issue [“they
have hired a full time English teacher”] and acknowledgement of responsibility for
the lack of English proficiency [“admitted that this will take time.”] The reviewer
did not address the possibiity that learning English could be difficult for the
employees.
The anger and frustration that seem to underlie many of these reviews was even
more obvious in the following:
•

123

“One major complaint was 90% of the time the staff who man the front
desk/reception do not understand a word of English. i.e. Laundry? Ice
Bucket? Foot Massage? Wake up call? Room Service? etc. The gardener
and a few of the other staff speak limited english but why on earth
management place staff in such an important position with no
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understanding of english is beyong me. A very frustrating stay and Sadly,
never again!” (Australia) 124
Chapter Conclusion – Poor English Proficiency
Analysis of the comments about local English proficiency shows that these
opinions are not as specifically tied to the cultural and linguistic capital of the
individual locations as examples cited in the “Local Languages” section, but
capital still plays a very large role in the differences in attitudes. There is some
correlation between tourists’ expectations regarding English and the status of the
destination; there are also some attitudinal trends based on location. However,
additional factors appear to influence reviewers’ reactions to lack of English
proficiency and the issue of who has ultimate responsibility for language
accommodation.
Accommodation Theory describes the patterns of speech between individual
speakers. Although the level of accommodation made is often associated with
the relative power of the interlocutors, tourists’ expectations of English
proficiency in destination they visit are somewhat different. The reviewers did not
state that they expect the use of English because they are wealthier, or because
they come from a more economically advanced country, or even because they
are guests who deserved a certain level of hospitality, but there are definite
claims of power. Some of these attitudes could be unconscious assumptions of
greater status.
124
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Most often, the expectations described are so general and widespread that they
do not seem to relate to the discrepancies between the statuses of the individual
speakers. Nonetheless, comments reflecting the differences in power are still
common, and often reflect the linguistic capital held by the English language
itself. The issues of “capital” are still relevant as there are clear associations
between English, luxuriousness and 4-star hotels.
Unquestioning assumptions that hotel staff proficient in English should be
available internationally is based on the perceived power of English as a lingua
franca, and the tourist assumes a level of power by being part of the Englishspeaking community. There is a definite sense of entitlement conveyed by the
English speakers, solely based on their command of the language. The lack of
willingness displayed by some of the tourists to recognize and use other tools
when the English proficiency of the local staff is deemed inadequate indicates a
belief that based on their status as English speakers, using anything other than
that language to communicate is beneath them. In some of these complaints, the
tourists feel comfortable expressing a certain level of outrage at the absence of
English that is not associated with the individual interlocutors. The complaints
about “basic English” are another sign of this attitude; no excuses for making this
demand are needed because it is assumed that everyone is in agreement about
the definition and power of this term.
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Many of these complaints by travelers reflect their anticipation that the local
interlocutors would (or should) use English, but the writers have diverse attitudes
towards the degree of language skills expected. Some of the differences are
attributable to travelers’ expectations of the settings and facilities they would
encounter in the individual destinations. The English-speaking ability of hotel staff
is often described as a “basic” service to hotel guests, and the lack of sufficient
proficiency in the language is often viewed as a failing on the part of hotel
employees, training and/or management. However, this expectation is often
mitigated by such factors as the employee’s level of effort. The issue of language
expectations is critical to the analysis of who is responsible for accommodation,
and these expectations may be fluid – created and changed by such actions as
reading the reviews themselves.
The complete absence of complaints (as opposed to observations) about the
locals’ lack of English proficiency in the Paris reviews is clearly consistent with
the higher cultural and linguistic capital of French and France. Although there are
some negative comments in the Madrid reviews, none of them overtly reflect an
expectation that the local residents are primarily responsible for language
accommodation without including some justification for this belief. Unlike other
locations, the expectation of English proficiency is not considered sufficiently
unmarked to stand on its own without supporting rationalizations.
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The complaints about lack of English in the other locations – Hong Kong, Beijing,
Punta Cana and Phuket – show that there are many different ways in which
tourists think about English, as demonstrated by the diverse ways of referring to
(or complaining about) local staffs’ lack of English proficiency.
The expectation of English proficiency shown in the Beijing and Hong Kong
reviews, and the distress suffered by travelers who are faced with hotel staff who
are not sufficiently fluent, places the responsibility for accommodation clearly with
the locals. The expectations of English are considered so legitimate that writers
seemed to feel quite justified in complaining and demonstrating some degree of
outrage in their reviews. Lack of English is considered to be a sign of stupidity,
incompetence and/or laziness on the part of the local hotel staff.
While the data show that there are definite shades of language expectations, one
important issue not explored in the preceding analysis is the correlation between
types of destinations and the expectation of English proficiency – particularly
whether the setting itself is relevant or whether there are differences based on
the type of vacation (e.g. sightseeing, relaxation) sought. The covert racism
demonstrated in the analyzed excerpts in this section might result from tourists’
desires to be in a place that will cater to their needs, serve them, and recognize
their relatively higher status.
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6. DATA ANALYSIS - ENVIRONMENTAL BUBBLE
As outlined in the theoretical framework chapter, Cohen and Cooper (1986)
described the typology of tourism related to the “environmental bubble”125 as
having language implications, in which “the more the tourist exposes himself to
the strangeness of the host surroundings, the greater will be the linguistic
demands upon him while the more he encloses himself within the ‘environmental
bubble,’ the greater will be the linguistic demands put upon his local
interlocutors.” (p. 540) With the changes to tourism brought on by the growth of
Internet resources, the concept of the bubble needs to be re-evaluated as well,
particularly for the potential effects on language expectations.
While this discussion superficially may appear to address a different issue than
those covered in the preceding chapters, the “bubble” issue also has critical
cultural capital issues, particularly as related to language. A reluctance to be
exposed to the local culture, and a search for the recognizable, is related to a
greater expectation of English availability as the language represents home. The
greater the cultural capital of the destination, the more likely reviewers are to
expose themselves to the unfamiliar, including – but not limited to – the local
language. When the destination has high cultural capital, seeking an
environmental bubble or a language bubble was not considered as justifiable.
The terms “environmental bubble,” “tourist bubble, ” and “bubble” will be used
subsequently in this chapter as a terms of art, but for ease of reading will not be enclosed
in quotation marks unless modifying another term.

125
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Comments on the travel advisory websites show that the expectation of English
proficiency is only one of the things from home that many reviewers seek.
Although independent travelers may not have had tour guides creating a familiar
experience – an environmental bubble – for them, they still made comments
regarding the expectation that the experiences they had during travel would be
very similar to what they are used to at home.
The following is divided into two sections reflecting different types of statements.
The first focuses on remarks about the availability of English-speaking television
channels or other English language media offerings in the hotels. The second
section focuses on the mention of other types of familiar things noticed, sought or
recommended during international travel (e.g. food). One of the most significant
aspects of these observations, discussed below, is the degree to which the writer
indicated comfort with the idea of seeking familiar experiences while traveling.
English Language Media
The mention of English-speaking television stations is relatively rare in reviews of
hotels in non-English speaking countries, especially when compared with
descriptions of other hotel characteristics such as cleanliness, bathroom
amenities and ease of check-in. However, as the writers of these reviews decide
what information to include and omit in their descriptions, the ones who mention
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English-speaking television have determined that these facts would be
interesting and/or useful to their audience. There is presupposition of the
importance of this information. The ways in which the English-speaking channels
are mentioned demonstrates the reviewers’ attitudes towards them, and often
show a meta-awareness of the implications of watching television while in a
foreign country.
One of the main sources of an environmental bubble for those tourists who seek
a place that could offer a somewhat familiar or “home-like” environment might
be the hotel itself, especially the traveler’s room (including the bathroom.)
Watching English-speaking television channels in the hotel room could serve as
some sort of temporary bubble for the tourist, representing a separate world from
the foreign – and possibly confusing – culture located outside of the building.
Although there certainly may be signs of the local society in the room – such as
tea making facilities or special slippers in China – the hotel room could be
considered much more of a private space.
The opportunity to watch television stations in one’s native language would be a
way to temporarily return to familiar territory while still visiting a foreign
destination. The degree of comfort the traveler has with desiring this kind of
retreat is probably instrumental in determining how the issue is treated in the
hotel review. Even in those comments that do not specifically indicate a hope for
the availability of English-speaking television channels or directly speak to the
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legitimacy of being concerned about television, the issue is still deemed
important or relevant enough to the quality of the hotels to be included in the
reviews. In addition, the way in which the issue is addressed provides some
information about the writers’ expectations of familiar things. It also indicates a
determination by the reviewer that the desire for this benefit could be
generalized.
The acceptability of raising the issue of television availability varies widely,
reflecting both tourist identity issues and comments on the destination itself.
There is a general level of discomfort both with television in general and Englishspeaking television in particular; however, comments differ in the degree of
specificity used to describe the station offerings, and the level of comfort that the
reviewer shows in addressing this issue. It is clear that in some locations, the
writer is at least somewhat embarrassed to mention that English-speaking
channels are even a legitimate feature to notice, while others are quite
comfortable with the idea that this expectation is reasonable.
There are several comments from reviews of different locations that cite the
number of English-speaking stations and do not include any indication that
noticing or wanting this information is in any way negative.
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Punta Cana
The following reviews are depictive, containing information as to the number of
available English channels in the context of a room description.
•

•

“Everything in the room was modern, the television offered aprox 10
english speaking channels, had a sunken television area in the room with
a couch and a small balcony.” 126 (Canada)
“The TV in the room is cable. There are 62 stations on their cable system
and there are 21 English speaking channels. The rest are spanish. Not too
bad when you consider that 80% of ther guests are spanish and only get
66% of the stations!!
In english will be these TV station highlights: Nick Cartooens, The WB,
Film Zone Movie TV, MGM Classics, TBS, Superstation WGN, HBO, ENews, AXN, A&E, MTV” 127 (USA)

The first review lists the English speaking television channels as related to, and
as evidence of, the modern nature and possible luxuriousness of the room
furnishings. The specificity of the information given by the second reviewer
implies a high level of importance, and indicates that the writer made significant
efforts to gather this data and to keep it handy for posting this review. The two
percentages show a real attention to detail, and the comparison of the percent of
guests and the percent of television stations almost treats it as a competition.
Neither of these excerpts includes any indication that there is some problem with
travelers who would consider this information to be important.
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Another Punta Cana television-related review addresses the reader directly with
comments on identity issues related both to the desire for television per se and
the relationship to English language channels:
•

“Flat screen TV but if you are a TV addict be advised there are only 5
English speaking channels, NBC, CBS. TNT. ESPN and Discovery.” 128
(USA)

This comment, with its use of the second person pronoun, directly assumes a
reader. In so doing, it purports to offer advice to audience members of a certain
type [“TV addicts”.] The term “TV addict” does have a somewhat negative
connotation as it implies that only those travelers who are obsessed with
television watching would be interested in details about the English-speaking
options. However, the writer’s effort of to notice the number of English speaking
channels, and provide their identifying details, indicates that he or she could
strongly relate to this “addiction,” even if he or she does not suffer from it.
•

“There were english channels like tbs and some others, really didnt watch
TV or stay in our room too much :)” 129 (USA)

The above comment also has a direct reference to one of the interlocutors, in this
case the writer’s self-identification. Here a distinction is drawn between the
reader who might be interested in information about English television channels
[“there were English channels like tbs and some others”] and the reviewer who
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makes a direct comment distancing him or herself from those who might be
interested in the provided information [“really didnt watch TV or stay in our room
too much”]) By ending with the emoticon “ :)” it becomes clear that the reviewer
recognizes the possible conflict posed by the statement and attempts to address
it by indicating a smile/humorous intent.
Although the following comment about limited English television availability could
be taken as provision of purely factual information, the context clearly shows that
it was intended as a negative observation. The rating given to the hotel itself was
1 out of a possible 5, and almost all of the review consists of complaints. While
the review does not mention specific English-speaking stations – stating that
“Most TV shows were in Spanish” – the modifier “most” may imply that some
stations were English speaking. In the context of a hotel room located in a
Spanish-speaking country, this review marks a bit of information that should have
been obvious. In this context, it can count as a complaint.

•

“Room: Not what you would expect for your "Honeymoon Suite", 2 small
beds that were rock hard … You had to run around in the shower to get
wet, and that was when the shower was working! Most TV shows were in
Spanish.” 130 (USA)

Beijing
None of the Beijing hotel reviews that specifically complain about a lack of
English language television have any minimizers to indicate that this concern
130
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may not be justifiable. For example, the following quotes point to discontent with
the television selection:
•
•

“Few English TV channels.” (China) 131
“The were only two issues I ran into with the room and neither was that big
a deal. First, the beds are VERY hard. So just be warned if you are used
to a soft pillowtop bed. Second, there were only two television stations in
english, CNN International and BBC news. Once in awhile you would
come across a show in english with Chinese subtitles.” (USA) 132

By just describing the number of available channels as “few,” the writer of the first
review does not overtly state that any expectations are unmet, but implies that
the number was insufficient. The second review attempts to minimize the
complaint about lack of available English stations by prefacing the grievance with
the statement that it is not “that big a deal.” However, the writer attaches a fair
level of importance to it. Based on the statement “Once in awhile you would
come across a show in english with Chinese subtitles,” it appears that he or she
might have spent a fair amount of time “channel-surfing” in an attempt to access
English stations.
By the manner in which they discuss the availability of English speaking
television stations and other media, the following three comments all imply that
the hotel room serves as a type of retreat from the outside world:
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•

•

•

“Our room was a standard room which was very clean and decorated very
nicely and had a flat screen tv with HBO and about 5 other english
channels.” (USA) 133
“The rooms aren't large, nor small, but very well furnished. I had a large
glass shower and a separate bath, with a tv in the bathroom if you decide
to take a bath and watch some CNN.” (???) 134
“I got English newspaper delivered to our door twice in 4 days stay.
…There is no movie on demand but the hotel provided a DVD library so
just needed to contact the house-keeping and they would deliver the DVD
to your room.” (Canada) 135

These reviews all focus on the comforts of the hotel room, including English
language television as an amenity. The second and third excerpts both suggest
that the availability of English language entertainment might encourage tourists
to spend extra time in the room to watch CNN or DVD’s.
Hong Kong
The first quote below indicates that whatever numbers of English-speaking
channels are available, the total was adequate [“plenty”].This wording avoids
addressing the writer’s personal interest in watching television by just addressing
the availability in a factual manner and also parenthetically including some of the
other language stations offered [“also a few french, italian, spanish and arabic.”]
However, the writer found this information, remembered it and decided it was
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worth commenting on, so it is reasonable to infer that the writer does have a
personal interest that was met.
•

“TVs with plenty of english-speaking channels (also a few french, italian,
spanish and arabic)”.136 (USA)

The writer of the next quote also indicates that the availability of English
language television is sufficient [“lots”] but offers a reason that one might be
concerned about this issue, [“great when you have 4am jet lag.”] This reflects the
writer’s need to provide some excuse beyond merely wanting to watch television
for addressing this issue.

•

“Great perks about the hotel: the gym opens at 6am (the pool at 8 or
10am) unlike some hotels, and there are lots of English television
channels, great when you have 4am jet lag”. 137 (Canada)

Although the following excerpt appreciates the English-speaking channels, the
benefit is deemed to accrue to the writer’s children.
•

“Kids will simply adore this place... very family oriented too... each room
comes with 2 queen-size beds.. and there are cartoon channels in both
cantonese and English language…” 138 (Singapore)

One of the comments indicates that the number of English-speaking channels
exceeds the expectations of the writer [“surprising”]:
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•

“Rooms are very pleasant with an LCD TV in each room with there being a
surpring number of English channels on TV.” 139 (UK)

Of the two that cite the exact number of channels, one review is positive –
impressed with the number of channels [“nine”] and including a list of some of the
channels available “including 2 Disney channels, ESPN, CNN, and the local
Hong Kong English media.” Conversely, the other faults the hotel not only for
having a generally limited selection of channels, but also for offering only one
English speaking option.
•

•

“It was beautiful, with two queen-sized beds, a table and three chairs, an
armoire with a flat-panel television on it (nine English channels, including 2
Disney channels, ESPN, CNN, and the local Hong Kong English media).”
140
(USA)
“One of my disappointment is their tv which only has 5 channels with only
1 english channels.” 141 (Phillipines)

In these cases, the level of specificity adds additional import to the matter of
English speaking television availability. The reviewers clearly cared and also
must have made notes since they remember the details.
Madrid
The Madrid reviews do not contain any complaints about the availability of
English-speaking channels; the four comments relating to the availability of
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English-speaking stations in Madrid are positive. This is the case even when the
actual level of availability is low. In two of the comments, the television stations
are related to the level of comfort of the room itself. Although the first review
describes a television with at least five stations available, and the second has
one English-speaking channel, the positive nature of both shows that the hotel
meets whatever expectations the reviewer might have had.
The lower expectations and differences in attitudes between Madrid and Hong
Kong are obvious when the following statements are compared with the Hong
Kong reviews above. While the last Hong Kong review above states the
television had “only” five channels, the first Madrid reviewer describes “at least”
five channels; the Hong Kong writer complains about “only one” channel while
the second Madrid reviewer states that the television had “an English speaking
TV channel.” Both of these examples demonstrate a more positive attitude
toward the stations offered in Madrid and show lower expectations of English
availability.
•
•

142

“The beds were comfy, the TV was great (with at least 5 stations in
English).” 142 (USA)
“The rooms are comfortable with air conditioning, french balcony windows
overlooking the San Martin Square, and an English speaking TV
channel….” 143 (UK)
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The following excerpts, found in the middle of quite positive hotel reviews,
indicate that the writer is pleased with the somewhat limited selection of Englishlanguage stations available. The expectations of the reviewers are met:

•

•

“The bathroom was very well equipped and the water pressure was
outstanding and hot water was plentiful. The TV did get CNN in English
and an English sports broadcast.” 144 (USA)
“TV had a good range of Spanish Terrestrial stuff, Canal Plus plus CNN in
English and TV5 in French.” 145 (UK)

Paris

There are more excerpts relating to the availability of English speaking television
channels in the group of Paris hotel reviews than appear in the other locations.
However, they differ from these other comments in that all of these reviewers
portray the lack of English-speaking television options as a negative, or as a lack
of a desired amenity, but attempt to minimize their stated levels of expectation.
The negativity, coupled with the personal ambivalence, may indicate a greater
need for a temporary environmental bubble in a city where the tourists expects
that he or she will need to accommodate to the locals when outside the hotel
room.
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For example, four of these reviews include some sort of defense given on behalf
of the hotel. The following excuses the lack of English channels based on the
facility’s location:

•

“The only minor complaint is that there was only one English speaking
channel, and that was the BBC headline news. Of course I was in France,
so I guess the one channel was better than nothing.” (USA) 146

The reviewer attempts to downplay this problem by characterizing the issue as a
“minor complaint.” However, this viewpoint is contradicted by number of details
given about the issue, including the number of channels [“one”] and the
description of the channel [“BBC headline news”], stated in a way that indicates
that the writer does not consider that channel to be highly desirable [“only one …
and that was”]. The excuse given, that the hotel is in France, is also discounted
to some degree by the indication that the reviewer is somewhat unconvinced by
his or her own argument [“I guess the one channel was better than nothing.”] The
combination of these downplaying statements reflects the writer’s discomfort with
making this complaint. This is in strong contrast to similar statements about
English station availability in Punta Cana, Beijing and Hong Kong – showing that
the greater cultural capital of Paris affects the willingness of the reviewers to offer
unrestrained criticism.
The following excerpt also discounts the complaint on the basis of the writer’s
own actions:
146
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•

“The facilities at the hotel are good, we were a little disappointed at the
lack of English TV Channels but we didn't spend that much time in the
room anyway.” (UK)147

Even though the reviewer indicates that the number of channels fails to meet
expectations [“we were a little disappointed”], it is still downplayed with the writer
implying that the problem is mitigated by the lack of time spent in the hotel [“we
didn't spend that much time in the room anyway.”] By restricting the mitigating
factors to the writer’s own actions, the comment still implies that a reader who
does spend more time in the room might still be legitimately disappointed by the
lack of English speaking television channels.
The following two comments, however, contain some level of criticism directed at
readers who might consider lack of English speaking television channels a
problem, despite the fact that the issue is raised by the reviewer.
•

“There is only one small TV in the appartment. Very limited selection. 12
channels, three in English. But who wants to watch TV in Paris??” (USA)
148

•

“Only 4 TV channels, all in French, but hey - you're not in Paris to watch
TV.”(USA) 149

These two comments reflect the animosity felt by some tourists towards other
tourists who do not share their standards of what is appropriate or acceptable.
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The fact that the writer determines that this shortcoming is worthy of note is
immediately disclaimed. The writers both portray their own identities as “the type
of travelers who would not watch TV in Paris,” and implicitly criticize others who
would. Once again, this is reflective of the high cultural capital of Paris – the
reviewers implying that they might be willing to watch television elsewhere.
The following writers take a somewhat different approach. Although they also
criticize the lack of channels, they excuse this and downplay their problem on the
grounds that they recognize that watching television is inappropriate. Even if they
find this a problem, the lack of English speaking television stations actually turns
out to be an advantage, or at least to be good for them.
•

•

“If you want to watch TV had only one English Cahannel BBC News
Choice? which was good in that it encouraged us to get out earlier and
view the sights of Paris.” (UK) 150
“My only criticism (and it is a bit sad) is that the only english speaking
channel was CBS (or some other American cable news program) - they
had 2 great movie channels.. dubbed into French. Just one movie channel
- even with subtitles would've been nice. Although France did elect a new
President whilst we were there and due to the limited TV options we came
home experts in French politics!!!” (Australia) 151

In both of the above quotes, there are no implicit or explicit criticisms of other
travelers who might be concerned about this issue, but the apologetic tone still
stands in contrast to the complaints about lack of English language television in
other locations.
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Only two of the Paris reviewers who mention television keep it strictly factual and
do not add any extra analysis regarding the suitability of their observation,
although the second excerpt which qualifies the description of channels with the
adjective “only,” could be perceived as a criticism:

•
•

“It was air-conditioned and had one English-speaking TV news channel
with news and weather.” 152 (USA)
“CNN and MTV are about the only English language stations on the TV.”
153
(USA)

Only one review overtly takes exception with this lack, and offers no excuses or
mitigating factors for the existence of the problem.
•

“The tv has 2 english language news stations and the rest in french. Their
clientele by my view was predominentally english speaking business
people, so perhaps they should rethink their priorities.” 154 (USA)

Even though this writer shows no remorse for his or her desire for more English
speaking TV stations, this comment is limited in scope by the type of station
wanted [“news stations”] and the target audience [“english speaking business
people.”] The implied identity of the writer is a businessperson, not a tourist,
which may have permitted different perceived rules of appropriate television
watching behavior in Paris.

152

Retrieved May 12, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187147-d530488r3508896-Best_Western_Paris_Louvre_Opera-Paris_Ile_de_France.html
153
Retrieved July 1, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187147-d197658-r3291066Novotel_Paris_Vaugirard-Paris_Ile_de_France.html
154
Retrieved May 12, 2007, from http://www.tripadvisor.com/ShowUserReviews-g187147-d197985r4624047-Paris_Hilton-Paris_Ile_de_France.html

156

The following writer completely bypasses any expectation for English-speaking
television and highlights the advantage of the reviewed hotel for those who are
fluent in the local language:
•

“This place is the same price as a hostel But you have a bathroom and TV
if you speak french.” (USA) 155

In praising the advantages of the hotel over a similarly priced youth hostel, the
English-speaking reviewer includes the availability of a television in the room,
even though the stations are broadcast in French. This places the responsibility
for failure to speak the local language on the traveler.
Phuket
There are, somewhat surprisingly, no comments about the availability of English
language television in the Phuket hotel reviews. The reason for this omission
cannot be determined, but indicates that for some reason the absence was
unmarked.
Sanctuary
Some of the reviews remark on the provision of a full environmental bubble for
the independent traveler – an overt description of the hotel as a home away from
home that would enable the tourist to escape from the foreignness of the location
when desired. This is most often the case in destinations that would be
155
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considered furthest from Western experiences and standards, particularly those
locations in Asia. Three of these comments concern hotels in Beijing, discussing
the advantages of finding a place within Beijing that could offer familiarity and
comfort and showing the writers’ need for a bubble. For example, the following
review, entitled "A Sanctuary in the chaos of Beijing" focuses on the role of the
hotel as refuge:
•

"A Sanctuary in the chaos of Beijing" … We pre-arranged to have the
hotel send a car/driver for pick up at the airport. We were surprised to find
her waiting at the end of the jetway, just after we stepped off the plane!
She swept us through immigration, customs, baggage claim and delivered
us to the car waiting just outside. We are independent travelers and surely
could have managed to find our own way, but even in hindsight we feel it
worth the $50…The Grand Hyatt is part of the Oriental Plaza complex with
office buildings and an upscale mall. The mall has several dining options,
many very low cost. We ate several meals at the mall “food court”. It’s nice
to walk to the mall without stepping outside.” (USA) 156

The writer’s need for an environmental bubble is so acute that it is even deemed
an advantage to not have to leave the sanctuary of the hotel to find food [“It’s
nice to walk to the mall without stepping outside.”] Describing the city of Beijing
as noisy, chaotic and dirty, the next writer also feels the need for a place that he
or she could go to get away from the local environment. In this case, the
described bubble includes familiar foods such as “the usual western standards”
in the breakfast buffet:
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•

“As others have noted, the Peniunsula Palace is an oasis within the noise,
chaos, and dirt of Beijing… The breakfast buffet, included with most room
rates, is heavenly—a perfect mix of dim sum, Japanese, and the usual
western standards.” (USA) 157

Similarly, the following reviewer notes the need to feel “at home” during travels.
The desire is more acute because the culture in Beijing is felt to be so different
than that of Australia, and this feeling is deemed to be common enough that the
availability and location of home culture “comfort foods” is highlighted.
•

“In the same complex is a department store, restaurants (all types of
cuisines catered for), business centre and downstairs is an excellent
supermarket in which western travellers can find their comfort foods from
home. The breakfast buffet each day is terrific, with both asian and
western breakfast staples.In a city with a culture so different from our own,
the Kempinski Beijing Lufthansa hotel made us feel completely welcome
and at home…Tips/Secrets: If you're staying a while & miss your comfort
foods from home, check out the supermarket downstairs” (Australia)158

Familiar food is a recurring theme in many of the environmental bubble reviews.
Patronizing western restaurants establishes a boundary, a comfortable and
familiar place in which to reconnect with home. Local restaurants are often
portrayed as somewhat risky, with the act of eating foreign food allowing
penetration of the bubble.
Western Chains

157

Retrieved May 13, 2007, from http://www.tripadvisor.com/ShowUserReviews-g294212-d302020r3431322-The_Peninsula_Beijing-Beijing.html
158
Retrieved May 13, 2007, from http://www.tripadvisor.com/ShowUserReviews-g294212-d302481r5611955-Kempinski_Hotel_Beijing_Lufthansa_Center-Beijing.html

159

Some of the writers seek a specific type of sanctuary, with a surprising number of
the reviews about hotels in Beijing, Hong Kong, Madrid and Phuket mentioning
“western” type things that were available in the vicinity – particularly chains of
(mostly American) lower-end restaurants and grocery stores. The very mention of
these businesses in an international context marks them, but the manner in
which they are portrayed also reflects the writers’ perspective about the
significance of patronizing western chains instead of local businesses.
For example, the following excerpts from Beijing comments specifically note the
availability of western chain restaurants, without editorializing on the value of this
information:
•
•

“There are a Starbucks and KFC as well as well as a food court in the
upscale mall attached to the hotel.” (USA) 159
“The building housing the Ascott includes a number of restaurants and
shops (Thai, Japanese, Chinese, Italian, Starbucks, Subway, a 24 hour
convenience store, an ATM ...).Large pool and gym with new equipment.”
(Australia) 160

Similar comments are made in the Hong Kong reviews:
•

159

“There's a McDonalds and a 7-11 just across the street and many small
stores along Electric road selling fruits, & a variety of nuts and other
produce.” (USA) 161
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•

“Location is OK, not central but Ok. Right accross the road from Tin Hau
MTR, bus and tram stops. Mc Donald and other eateries are nearby too.”
(Indonesia) 162

•

“The continential breakfast was okay but after six mornings of croissants,
danish, fruit, coffee and tea, I really desired an egg/bacon breakfast…
There is a Starbucks and a McDonald's across the street.” (USA) 163

•

“Just 50 steps from the hotel is a Yoshinoya, 7-11, McDonalds, Pizza Hut
and a host of shops - Giordano, Esprit, Bossini, Mannings, Sasa, and my
favorite Bonjour (low-priced designed perfumes and make-up).”
(Phillipines) 164

The information about Western chain restaurants provided in the Hong Kong
excerpts above include details about their location, particularly in relation to the
hotel reviewed [“just across the street,” “nearby,” “across the street,” “50 steps
from the hotel”]. Other local stores and restaurants are mentioned, but not by
name or with specific details [“many small stores,” “other eateries”.] This
omission may highlight some of the attraction of familiar Western names – no
explanation is felt necessary other than the identification itself. The lack of
editorial comments about the identity of tourists who would frequent such places
also indicates an absence of concern about the issue of environmental bubbles,
and/or an acceptance that these restaurants and other international chain
businesses are a legitimate part of Hong Kong and legitimately of interest to the
readers.
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Another writer describing Beijing includes not only location, but a reason for
travelers to go to Pizza Hut:
•

“Nearby places to eat:
•‘Emporer Duck’ on the main road (ask the concierge for details)
•Pizza Hut (if you need a break from Chinese food … spotlessly clean,
efficient service and very cheap)” (Australia) 165

The inclusion of an excuse to go to Western chain restaurant [“if you need a
break from Chinese food”] implies that some readers might find the idea of going
to Pizza Hut while in Beijing unusual or distasteful and in need of justification.
The Pizza Hut recommendation is also softened both by listing it after a local
restaurant (Emperor Duck) and by the assumption that the reader had already
eaten so much Beijing Chinese food that the western alternative is justifiable. In
addition, the restaurant qualities cited – cleanliness, efficiency and
inexpensiveness – might have been intended to be juxtaposed against the
stereotypes of local Chinese eateries – especially those stereotypes regarding
cleanliness and efficiency.
The next reviewer provides information about location of Western chains, but
clearly assumes that some readers will attach a negative value judgment to the
idea of seeking out non-local experiences while in Beijing:
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•

“Down Wangfujing a few steps away is a McD's, Sizzlers, Outback
Steakhouse. Tho it kind of defeats the purpose of travel it is nice to eat
with abandon and know what you're ordering.” (USA) 166

The embarrassment of the above reviewer about providing information
concerning the proximity of McDonald’s, Sizzlers and Outback Steakhouse is
evident in the statement, “Tho it kind of defeats the purpose of travel.” The
reviewer implies that all these chains are the same, and would be identical to the
ones known by the writer in the United States. Moreover, this transgression is
considered so undesirable that it could negate the value of travel and actually
make the entire trip worthless.
However, the writer gives an excuse: the possibilities of eating “with abandon”
and knowing “what you're ordering” indicates a belief that the businesses provide
something that is not offered in the local restaurants; in other words; these
pleasures would not be possible, or would be less likely, in unknown local
restaurants. The implications are of some level of indulgence – by patronizing
chain restaurants travelers do not have to worry. This attitude indicates an
acknowledgment that some travelers might consider a visit to one of these
Western chain restaurants to be leaving the strangeness of the local culture for
the familiarity of home, thereby entering an environmental bubble. These
businesses are safe, and do not require any level of vigilance or bubble
penetration.
166
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The differences in the perceptions of Beijing when compared to some of the
other locations analyzed is also reflected in the following indictment against those
tourists who seek environmental bubbles or want their travel experiences to be
familiar. These excerpts also reflect some of the complexities inherent in the
search for true local experiences, starting with the writer’s statement that it is
better to go somewhere “a bit exotic,” and counting Beijing as fitting in this
category:
•

“"And then I discovered Beijing" It always seemed strange to me,
considering the expense of international travel, that people get so excited
about visiting England, Australia, and other developed nations. For my
dollar, it seemed a wiser choice to go somewhere where the people didn't
wear the same clothes, eat the same food, speak the same language, or
have a similar culture; in otherwords, someplace a bit exotic.”

A line is drawn between “developed nations,” defined by England and Australia,
and other potential destinations. By describing a search for the “exotic,” the writer
indicates that he167 is different from the people encountered during travel. The
reviewer continues this theme with the idea that based on this priority, he has
concentrated on visiting Asian countries:
•

“To that end, I've visited almost every place there is to see in Asia..”.

The portion of the review portraying “Asia” as representative of the “exotic”
places the local residents definitely in the category of the “other,” the term

Based on the reviewer’s signature at the end of this posting with a first name of
“Gary”, the writer’s gender is assumed to be male.
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“exotic” being a racist portrayal that stereotypes the local identity as having a
strange – and lower – status. The writer re-emphasizes the need to experience
the local culture with the following statements:

•

“Though you must see the Great Wall and the Forbidden City, don't spend
all of your time at the typical tourist venues. Awaken with the city and
explore the back alleys on foot, seek out the places where you see no
Westerners. Amid modern glass and steel skyscrapers are lanes
seemingly unchanged with the passing of time. Wander the markets,
freely interact with the openly gregarious people, and barter for Asian
treasures of every description at amazingly low prices. Try a spicy noodle
soup or a familiar Big Mac; it's all available and anxious to delight. My
hotel of choice is the marble decored Palace Hotel (5 star) which offers
buffet meals right out of a James Bond movie (you'll likely gain ten pounds
in a week), and is located in the center of one of Beijings best shopping
districts, within walking distance of Tienanmen Square.” (USA) 168

In the beginning of this review, the writer has clearly indicated that his main goal
of travel is to experience a different culture, and he disagrees with the choices
that some tourists make to visit “developed nations.” The reviewer then gives the
above advice that the readers explore areas of Beijing that are not “typical tourist
venues” and places where they “see no Westerners.” The implication is that by
avoiding places with other tourists, one can truly experience the city. However,
the suggestion of the “familiar Big Mac” certainly does not imply eschewing all
western things. Although the buffet meals “right out of a James Bond movie” may
have been intended to imply a high-class, artistic preference, the referral to these
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western concepts show that the reviewer is not attempting to break out of the
bubble entirely, and is just using aesthetics to mask this choice.
The advice to “freely interact with the openly gregarious people” and to “barter for
Asian treasures of every description” assumes that there will be no
communication difficulties between most tourists and most local residents. The
failure to acknowledge the possibility of miscommunication suggests that the
writer is either fluent in the local language and/or has not been in a situation in
which this communication barrier was an issue. Although the writer claims to
have sought to break out of the bubble, the lack of acknowledgement of the role
language can play in actually becoming involved in local culture shows the true
limitations of the writer’s experiences as he seems rather naive. The claim is
made that the reviewer was in search of “the exotic,” and is therefore different
than the “people” described in his first paragraph; however, his omitting mention
of language differences most likely indicates the superficiality of the interactions
that occurred.
The following Beijing hotel review also encourages readers to seek local
experiences, and specifically addresses the anticipated apprehensiveness of
readers through the assertion that the writer ate at “various restaurants around
town, including some places only the locals would go, and … never had any
problems”:

166

•

“The hotel looked very clean. It had a decent selection of restaurants and
the food didn't disappoint. They have a very good breakfast buffet, which
is included with the room price. For dinner, for those that aren't as
adventurous with trying food, they have a very good dinner buffet that has
western style food. I have to tell you I ate at a various restaurants around
town, including some places only the locals would go, and I never had any
problems. The food was great everywhere I went, so be adventurous and
try some of the local fare.” (USA) 169

The above reference to “problems” probably refers to cleanliness, food safety or
unusual ingredients. This mention of these characteristics shows their potential
markedness in the reviews, possibly relating to the stereotype of China – and
particularly Beijing – as somewhat dirty. The writer assumes reluctance on the
part of some audience members and the tone of this segment is therefore
somewhat persuasive, encouraging readers to expose themselves to some of the
local foods. Although the option of staying with Western food is offered, it is
specifically limited to “those that aren't as adventurous with trying food.” .By way
of further encouragement, the writer attempts to gain credibility through the
experience of eating at “various restaurants around town, including some places
only the locals would go,” and therefore shows that leaving the environmental
bubble is possible. Also, the direct address to the reader to “be adventurous,”
repeating that same adjective, shows that eating local food is equated with
getting out of the environmental bubble.
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Hong Kong
Although Hong Kong is also located in China, the tone of the descriptions of
Western things within the city differs from the comments about Beijing. There are
few indications that any sort of real retreat is necessary, but reviewers still
acknowledge that things are different enough to create “culture shock”.
The following reviews not only identify the location of the nearby western chains
of McDonald’s and Starbucks, but clearly state the advantages of going there:
•

•

“There are a couple of small restaurants near the pier that serve
surprisingly good food. Cheung Chau serves up two final treats: on Friday
night a mass of Hong Kong young couples decend on the island for
romance, all very civilised; and this is probably the only place in the World
that doesn't have any roads or cars, yet has a McDonalds! You can order
breakfast at McDonalds right opposite the pier and wait for your ferry to
arrive. Arrive a bit late and you can get your breakfast to go, and take it on
the ferry.” (Austr.) 170
“The Starbucks across the street is a fun and popular spot to unwind.”
(USA) 171

The writers of the above reviews highlight the advantages of these western
chains, with the first suggesting that the presence of McDonald’s is an sign of
being civilized, while the second states that Starbucks is both “fun and popular”.
Again, these types of comments suggest that patronizing western chain
businesses in a foreign location does not have any negative implications. Even
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an Asian chain is described based on its similarity to a western rival [“a
Starbuck's type-coffee shop”], and is recommended for those tourists who are
“feeling culture shock.”

•

•

“Also, there is the Pacific Coffee Club (a Starbuck's type-coffee shop) right
in the basement, with nice strong coffee and snacks if you are feeling
culture shock, with free internet terminals.” (USA) 172
“The area is surrounded in a wide range of restaurants from Gourmet to
Fastfood oh yeah its near a Seven Eleven, Star Bucks, Mc Donalds, KFC
if you must also. You can get a free shuttle from the Hotel to other parts of
Kowloon but hey Enjoy the walk and take in Hong Kong!!! The Hotel is
next door to the Harbour Plaza Intercontinental and up the street from the
Shangrila Kowloon.” (Australia) 173

The second quote, with its description of some of the nearby western chains
such as 7-11, Starbucks, McDonald’s and Kentucky Fried Chicken uses
modifiers to downplay the importance of this information [“oh yeah its near a…”]
and re-emphasizes this minimization with the phrase “if you must.” Although the
writer highlights these businesses, the implication is that the information supplied
is for those readers who are different types of travelers from the reviewer. The
self-identification of the writer as the type of traveler who would not patronize
Western businesses and is not interested in an environmental bubble is further
highlighted in the emphasized imperative to “Enjoy the walk and take in Hong
Kong!!!”
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Phuket
Several reviewers highlight the availability of western chain restaurants,
businesses and other familiar things, but include no negative associations:
•

•

•

•

“Not only is it in the perfect location (Beach across the road, 7-11 Eleven
across the road, Shopping Market Place across the road … There is a
fridge in the room but make sure you stock up from the 7-11 across the
road (can's of cola etc we're about 15bt and bottles of Smirnoff Ice
56bt)…Very good but Aussies please note - there is no vegimite so make
sure you take some along Disliked: Nothing - oh no vegimate would be the
only downer!” (Australia) 174
“Location in town fantastic, close to everything, but not noisy at night.
Outisde entrance was 7/11 great for cheap drinks and snacks open 24/7.”
(Australia) 175
“I like to walk and you can walk into the main beach area for other food
and the 7 eleven, but it is a hot sticky walk back (about 15 minutes).”
(USA) 176
“There is a pretty big flea market behind the hotel, 7-11convenience store,
and a so-so department store around the block if you need anything.
Subway, McDonalds delivers to reception area for you. … Jet Ski is 1,000
baht for 30 mins. Bring a book and iPod to relax. There are people walking
up and down the beach selling wares and food, but I wouldn't suggest
buying it.” (Malaysia) 177

The lack of vegemite noted in the first review is described as if all Australians
would agree that the absence of this product in Phuket constitutes a problem that
needs to be addressed [“Aussies please note - there is no vegimite so make sure
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you take some along.”] The desire of other tourists for familiar products such as
“coke,” “Smirnoff ice,” and “cheap drinks” and snacks is also highlighted. The
third review describes the availability of food (even delivered) from Subway and
McDonald’s. All of these excerpts assume a need or desire for an environmental
bubble for westerners visiting Phuket.
Madrid
Reviewers do not include comments of this type, with only two mentioning a
western chain restaurant. One reference indicates some level of astonishment at
its existence, while the other simply uses it as a geographical marker:
•
•

“Restaurants within Plaza Mayor are expensive. We were surprised to see
a Ben and Jerry's ice cream parlor within the Plaza.” (Germany) 178
“For coffee and/or breakfast, go to Faborit on Calle Alcala (next to the
Starbucks across the street from Banco de Espana).” (USA) 179

Unlike the Beijing and Hong Kong reviews, there are no recommendations to
Western fast food restaurants in Madrid. The way in which these chains are
mentioned in the Madrid excerpts is fundamentally different from the references
in Beijing, Hong Kong and Phuket because they are not described as potential
destinations.
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However, there are several writers who advise the readers on how best to do
things the “local way,” such as eat in restaurants that would tend to expose the
tourist to the Madrid environment:
•

•

•

“If you're on a budget, the best way to work Madrid is to have a 'menu del
dia' for lunch, and tapas in the evening. The menus, if you pick well, mean
3 courses plus wine and bread for one price. The best we had was at
Anonimatto on C/ Alvarez Gato - it doesn't look much from the outside, but
on the inside it's really nice and the menu is 8€ - the best three-course
meal I've had for less than £10, and really filling!” (UK) 180
“Don’t expect a very good meal at any of the restaurants on the Plaza
Mayor – they are best for a drink and a couple of Tapas plates. They are
also very expensive.… And, the outdoor tables at the Café Oriente right
across the street from the Palacio Real are wonderful places for drinks,
people watching and they serve a good salad. We also had a wonderful
dinner at the outdoor portion of a restaurant located in an alley between
the Calle Mayor and Calle Arenal called Chiky’s. I’d recommend it highly.”
(USA) 181
“The vegetarian restaurant (Artemisa) across the street is very good, just
be sure to get there as they open otherwise you will have a substantial
wait. For coffee and/or breakfast, go to Faborit on Calle Alcala (next to the
Starbucks across the street from Banco de Espana). If you love ham,
Madrid (and Spain) is your slice of heaven! Every restaurant will give you
many ham options, also check out the Museo del Jamon. For picnic
provisions or in room snacks, go to El Corte Ingles department store which
has a grocery in the basement or if you are just looking for some fruit there
is a fruit market on the other side of Plaza del Carmen.” (USA) 182

All of the above excerpts focus on the advantages of exposure to and interaction
with local culture, especially related to food and restaurants. The following also
encourages readers to not limit themselves to the familiar:
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•

“My boyfriend had 2 meals at the hotel and said the food was not great but when you are in Madrid, there is no reason to be eating in a hotel.”
(USA) 183

This same viewpoint is reflected in the advice about leaving the environmental
bubble in other areas:
•

•

“I really enjoyed the Urban. I have also stayed at the sleepy old Palace,
but will never do so again. The Urban is alive with all sorts - professionals,
tourists and even locals who enjoy the scene. Makes for a fun
environment.” (USA) 184
“The Plaza Mayor is buzzing at night and is just a further 500 metres
away. We visited Madrid at the beginning of October where the
temperature was still 27/28 degrees and we spent our last evening sat
outside the Opera House watching a live relay of Don Giovani. The Prado
Museum is a must, as is the Palace with its armoury. Just open the door
and experience the 'wow' factor.” (UK) 185

One writer even implies that a plan to bring a western chain restaurant to Madrid
is potentially quite negative [“might wreck the place royally”]:
•

“Also, when we were there they were redecorating the beautiful, historic
old Reina Victoria Hotel and making it into... a Hard Rock Cafe. Which
might wreck the place royally, I don't know.” (UK) 186

There are a few comments relating to the desire of the writer to find things that
are similar to those at home:
•

183

“Bring proper tea bags and take them to breakfast...the hotel is not
accustomed to english tea, but the milk and sugar will make a good
cuppa!” (UK) 187
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•

“The hotel is nicely decorated and has a pleasant elegant modern
appearance, yet makes you feel “home like”….Breakfast was good but not
amazing, I was missing some fresh vegetables, and some low fat food, but
I guess that is not common in Madrid.” (Israel) 188

In both of the above reviews, the things that are missed by the writer are very
specific and involve individual items (tea bags, fresh vegetables, low fat food.)
These are not a real search for a complete environmental bubble, but still
indicate a desire for at least a partial re-creation of the home environment.
Paris

In spite of the fact that there are several McDonald’s in Paris, none of the
reviewers mention them (or any other Western chain.) Several of the Paris hotel
reviews reflect the writers’ desire for an experience in the city which would
immerse them in the host society:
•

•

187

“Hotel is located in peaceful recidential area where local french lives.
Boulogne Pont de St-Cloud metro station area has good selection of bars,
cafes, bakery and restaurangs (also thai) which are favoured by local
people. Clean, high quality and nice service.” (Finland) 189
“The surrounding neighborhood is fantastic, there are a ton of sidewalk
cafe's to choose from - our first night there we sat in a small cafe, had
terrific French food and drank an entire bottle of wine over 2 hours.…I
think we drank more wine in Paris than we have in the last 2 years in the
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US. Take a very short walk to the tower and it's park on the right - it is a
great place for a picnic or a nap in the shade.” (USA) 190
Both of the above reviews cite the local environment of Paris as positive and
desirable. Some of the hotel’s advantages pointed out by the first writer are the
location of the hotel [“peaceful residential area where local french lives”] and that
the local businesses are desirable because they “are favoured by local people.”
Both of these statements show a clear determination that experiencing the local
environment is beneficial. The comment about drinking more wine in Paris than
“in the last 2 years in the US,” is clearly intended to have positive implications (if
not outright bragging); it also shows that the reviewers feel that behaving as a
local in Paris is desirable.
The following review has a similar outlook, stating that the writer leaves the hotel
to explore other local possibilities [“too many other good places to try!”]
•

“The breakfast buffet is very good, but at times the room is jam packed
with families and children and it gets a little congested. Good selection of
hot and cold foods. We didn't eat at the hotel aside from that, too many
other good places to try!” (USA) 191

Even in those reviews which criticize the local culture, it is clear that the writers
do not seek an experience that would be similar to their home environments:
•

190

“We loved walking to the Rue Cler for croissants in the morning, about a
10 minute walk past the Eiffel Tower. Lots of great little restaurants in the
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Rue Cler area for dinner. ..Our stay was perfect in every aspect. We've
had a few unplesant hotel experiences in Paris, and will gladly give up a
bit of "old French charm" to stay here again.” 192
Although the above reviewer might be thought to desire an environmental bubble
by the statement that he or she would be willing to sacrifice “old French charm,”
the description of the enjoyable activities in the area (walking for croissants in the
morning and going out to local restaurants) shows that the writer is not trying to
avoid local culture.
Two of the reviewers are searching for some type of environmental bubble, but
have very narrow desires for the familiar:
•

“this is a first rate hotel and especially good for english speaking guests
who want comfort, cleanliness and no-smoking areas (although the lobby
and the bar allow smoking). Disliked: I just wish more of france was non
smoking.” (USA) 193

The above reviewer restricts the desirable qualities of familiarity to availability of
English and no-smoking areas – more a comment on the advantages of a recent
change in the U.S. than a complaint about France. The issues of comfort and
cleanliness are presumably universal in good hotels and are not culture-specific,
though their precise definitions could vary depending on individual expectations.
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The following excerpt does criticize local culture, but more for its noninclusiveness than for any real shortcomings based on lack of familiar
experiences:
•

“Once we asked them for a restaurant and the one we were sent to was a
bit snobby to us non-French speaking Americans—seating us in a
basement filled with children. We found a nearby fancy cafe more
appealing… After seeing the mob scene on the Champs-Elysées we spent
New Years Eve at the Le Grand Hotel bar and had a great time with a
room full of dropouts from "Lost in Translation". The bar is all red velvet
upholstery, brass and mahogany but the bartenders were friendlier than
the decor and mixed lovely martinis. We saw that there was a big party
happening in the ballroom and some folks from the bar snuck in to grab
top hats and noise makers. Fun! Aparently Paris didn't have fireworks this
year (riots last year?) so we didn't miss anything by staying in.” (USA) 194

The writer of the above excerpt describes experiences with fellow tourists who
are also looking for the bubble, and who find some shared familiarity (“dropouts
from "Lost in Translation".) The described Champs-Elysées “mob scene” reflects
the real, local sights. Some tourists are trying to establish a new familiar
environment to help cope with a fear of food:
•

194

“We dined in the Chinoiserie every night of our stay and the food was
fabulous. The one fault I would have is that the menu didn't change during
our stay and whilst this was ok for us, for those on a longer vacation the
menu could become quite tiresome. That said, what we ate every night
was delicious and I would return for the "Carre d'agneau" and the "piece
de boeuf Charolais" again and again.” (UK) 195
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The writer of the above review had dinner in the hotel lounge/bar every night.
Although this excerpt includes a complaint about the potential monotony of this
practice, there is no implication that the reader might want to go out and find
other places to dine in Paris. Instead, the reviewer suggests that the restaurant
vary its menu to cater to guests who might have planned an extended stay so
this shows desires for both an environmental bubble and a change of local
customs to suit the tourist.
A few of the reviews focus on the differences in cost between restaurant meals at
home and in Paris. This reflects “sticker shock,” another manifestation of
insecurity with the local culture.
•

“Being my first trip to Paris with my boyfriend I was hoping for some much
needed romance and TLC. …Overall we had a fantastic time in Paris,
there are some amazing things to do and see, and one thing to remember
is that it is very expensive especially eating out. We ate a few nights on
the Champ Elysees but decided to go down some of the side streets to
find better restaurants on the last night. We found a fantastic
Chinese/Cantonese but I was in shock when we were given the bill at the
end as it cost 108 euros for the two of us and we only had a soft drink,
starter and main course!!! It must have been an excellent place to go
though as they were queuing to get a table. I wouldn't hurry back to Paris
for a while purely because we did so much in the two days we were there!”
(UK) 196

The above reviewer indicates that she and her boyfriend make a conscious effort
to find “better” restaurants. This search entails more involvement with the local
community [going “down some of the side streets”], although those seem to be in
196
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the Champs Elysées area, which is very expensive even on the side streets. This
writer did not venture into different parts of Paris where there are fewer tourists
and food is a lot less expensive, perhaps because the visit was her first, and
very short.
The astonishment the writer feels upon receipt of the check may have been
partially due to the fact that the restaurant described is Chinese, usually a more
inexpensive cuisine. However, the distress is mitigated through the belief that the
large numbers of people who want to eat at this restaurant must mean that it is
worth the cost [“must have been an excellent place to go though as they were
queuing to get a table.”]. The writer’s assumption that an experience is valuable
because of its local popularity likely means that she is not judging it on the basis
of familiar criteria, and therefore that it is out of her environmental bubble. The
anxiety could also have been related to a sense of inferiority when compared to
the French – especially as related to food.
The following reviewer also comments on the high price of a restaurant meal, but
judges it on strictly personal criteria. The excerpt focuses on problems that are
due to unfamiliarity with two aspects of the restaurant – the price and the
language:
•

“On the first evening we were directed to a great brasserie a couple of
streets away on Ave. De La Grande Armee (the SCS La Grande Armee).
Although it may seem a bit pricey to some at 100 euros for two people, the
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meals were great. As a side note, if you plan to go to this brasserie, brush
up on your french food as we had a bit of difficulty with the menu!” (UK) 197
There is one excerpt that addresses the feeling of being placed into an
environmental bubble, but not as a result of overtly seeking a place that would
offer familiarity:
•

“Firstly, it is in a wonderful spot - very close to the metro and you could
throw a 'euro' and hit 'The Arc'. Of course it is very, very, very
touristy....but then we were tourists after all..although sometimes I had
difficulty finding a french person amongst the throngs of Americans and
Japanese...could be a turn-off to some.” (Australia) 198

The above description of the hotel or hotel area as “touristy” and/or catering to
Americans indicates an awareness by the writers that they are, on some level,
not truly engaged with the local community. This is not seen as a significant
disadvantage for the writer [“Of course it is very, very, very touristy....but then we
were tourists after all”], although there is recognition that some other travelers
might find it unacceptable [“could be a turn-off to some.”]
The following reviewers also recognize that there might be some travelers who
are clearly looking to avoid any type of environmental bubble, but personally
prefer the opportunity to have the comforts of home:
•

197

“Biggest thing to consider is that most of the clientele is American. If you're
looking to immerse yourself in French life, this is not the place. If you're
looking for guaranteed English speaking staff, air conditioning, and a king
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•

bed, you're in luck. But you're more likely to run into fellow guests from
Detroit and Denver than from Dijon. And yes, this is a quiet neighborhood.
We'll definitely come back.” (USA) 199
“For an American in Paris, this felt like home, but not too much like home,
if that makes sense. This is definitely a property that caters to Americans.
Everyone speaks English and I was surprised (and pleased) to find an
American keyboard in the club room.” (USA) 200

The advantages described by the above reviewers – including “guaranteed
English speaking staff, air conditioning, and a king bed” and “an American
keyboard “ – imply that these amenities are American in nature and would be
considered unusual in Paris and are not part of an immersion into French life.
The comment on having the hotel feel like home, “but not too much like home”
suggests the desirability of a partial bubble.

Phuket
The reviews of Phuket are different from the other locations in containing a few
remarks complaining about the “Westerness” of the hotels. Although the following
reviewers might have chosen to stay in a fairly fancy resort, there is still an
expectation that some things experienced should be dissimilar enough to make
the travelers feel that they are in a different culture:
•

199

“More like a theme park in Florida than a resort in Thailand: OK so maybe
the title I wrote makes it sound worse than it actually is. The Hilton Phuket
is a nice resort, well kept, and with good service. The only thing about this
place is that it is far too big to feel any kind of exclusivity or personal
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•

touch. Being driven around in a big tram kinda makes you feel like you're
in Disneyland rather than an exotic Asian resort. The buildings (and with
all the wings they have here, it's quite a few buildings) look very Miami Art
Deco, only bigger and not as cute. …While I don't think the Hilton Arcadia
is a total disaster by any means, there are lots of other resorts I would
recommend if someone was traveling to Thailand. Well, maybe if you are
an American who don't want to feel like you're in a foreign place, this place
maybe perfect for you Liked: Staff, proficiency in English Disliked: Lack of
exotic atmosphere (Thailand) 201
“While that was all true, I could not help but feel like I am still in the US! I
think that this is the main problem with this place. Almost nothing about it
was Thai. I have just recently moved to Bangkok from the States and felt a
little let down by how American this place was. I know it's an American
hotel but couldn't they at least adapt to the local theme a little? The rooms
were nice, we stayed in the new Lotus wing, but the rooms looked just like
a room you would get in a big city, not on a tropical island. This whole
place looks like it could be in Florida, and I didn't fly all the way here to get
some sense of Deja Vu. The big tram that is the in-resort transportation
made me feel like I was in Disneyland or Universal Studio in California. I'm
sure that a lot of Americans would feel comfortable here, but I am not that
type of traveler, as I seek something new and different than what I am
used to.” (UK) 202

Both of the above writers draw a clear distinction between their own identities as
travelers and others – different kinds of tourists identified based on the degree to
which they seek similarities or differences with their home culture. The writer of
the first review, entitled “More like a theme park in Florida than a resort in
Thailand,” anticipates that readers would consider the description of the hotel as
a Floridian theme park a negative characterization. Therefore this title is followed
by an attempt at minimization [“OK so maybe the title I wrote makes it sound
201
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worse than it actually is.”] The reviewer continues with an implied criticism of
travelers who seek an environmental bubble [“Well, maybe if you are an
American who don't want to feel like you're in a foreign place, this place maybe
perfect for you”].
Through this remark, the excerpt shows disapproval both of the hotel and other
tourists – specifically and stereotypically Americans – who might be seeking a
familiar experience while traveling abroad. The “Disneyland” reference used by
both of the reviewers to describe the same hotel (the Hilton Arcadia Resort Spa)
is an interesting reference to something that is thought to epitomize
Americanness, despite (or perhaps because of) the openings of Disney resorts
worldwide.
The following reviewer holds a similar opinion, showing dislike of Phuket and
attributing this feeling to the dominance of too many western things:
•

“Phuket isn't also as nice like many people tell. Too much tourism and the
people aren't as nice like they will tell you in the travel agency. Thailand, is
a nice country but Phuket is too Western minded.” (Belgium) 203

In the above, the writer states that his or her expectations about what Phuket
would be like were not met. The local residents do not conform to the compliant
attitude touted by “many people” and “the travel agency.” The writer attributes a
lack of “niceness” to too much tourism and to Phuket being “too Western
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minded,” thereby suggesting that the locals’ exposure to Westerners ruined the
Thai people and the Thailand experience. The local people may have
accommodated too well to Western styles; this is not what the writer desires.
Since the local people became so Western, the tourist cannot see the anticipated
difference and feels cheated.
This attitude superficially appears to reflect the reviewer’s opposition to being
placed within familiar surroundings, an environmental bubble. However, it is
actually based on a Western stereotype of the local people as somewhat lower in
status. The hierarchical attitude about the level of service expected shows an
assumption of tourist superiority.
The following reviewer indicates that local “style” is valued, but does not want to
stay in a hotel that is too foreign:
•

“I had in mind something like the Amanpuri or the Chedi but of course they
were fully booked. This one was a 5 star also and looked rather quite and
in the style of Thailand so I went for it. Going through the reservation was
a real nightmare, the staff practically didn't speak a word of english and
would not satisfy any of my demands (like actually booking the 4 rooms
and sending me a confirmation eventhough they still had rooms avalable!)
or beeing able to give me details for renting a car.” (France) 204

The above review shows that it is still quite possible for a traveler to want
something that is “in the style of Thailand” but still offers a very familiar
environment in terms of language and business practices. The comment that the
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“staff practically didn't speak a word of english” shows the disconnect between
the expectations of language proficiency and the desire for exposure to some
local culture.
One explanation for the overall preference for an environmental bubble in Phuket
does not relate to the type of traveler, but to the type of destination. The writer of
the following review puts his or her expectations quite clearly:
•

“After the very long trip from Australia and spending 2 hectic days in
Bangkok, I arrived at Club Andamon - tired and ready to relax. … I had
booked ahead a 'balcony' room', on account of liking my privacey, when
escorted to my room - one look through the doorway sent me into purring
raptures, here was the most glorious gardens, the Andaman Sea &
Patong Beach spread out in front of me, from the 6th floor. What a great
start! I was in Phuket to relax from a busy, manic work schedule. I didn't
come to see Elephants, monkeys or transvestites. I had come to rest, loll
in the sun, eat,walk and generally please myself! … Sunsets available
from your own window... no need to go out for more than one.” (Australia)
205

In the above excerpt, the reviewer is unapologetic about the desire to use the
hotel as a retreat, having little interest in experiencing any of the local culture.
Punta Cana
When compared to the locations discussed above, there is a fundamental
difference in the stated or implied desire of Punta Cana travelers to expose
themselves to local culture. Most of the hotels reviewed were all-inclusive resorts
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and are therefore, by definition, isolated enclaves that have few connections to
the local community. The tourists who decide to visit these resorts are, quite
logically, looking for a self-contained, enjoyable experience that does not require
much effort on their part.
A few of the reviews describe tours or individual visits to the local community, or
comment on some cultural aspect of Punta Cana or the Dominican Republic
(outside of the hotel/resort). The following addresses efforts made by the
hospitality industry to create an impression of local culture:
•
•

“We loved "Dominican Night" or whatever with the outside buffet and
awesome stage show…” (USA)206
“There is the typical photo taking welcome as you enter the airport with
two preety girls in full Dominican costume...” (USA) 207

The above reviews are reflective of the “front stage” as described by Goffman
(1973), but are accepted by the writer as a true manifestation of local culture
which enables them to leave the familiar and have a different experience while
remaining protected. There are also opportunities created for the tourists to leave
the resorts and set out into the countryside. The trips described by the reviewers
who participate are all arranged and guided, and do not reflect any true venturing
outside of the environmental bubble:
•

206

“If you want to take a tour we strongly suggest the Bavarro Runners. This
tour around some of the Dominican countryside was an amazing
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•

•

•

experience! Such a fun day! We visited a sugarcane farm (mmm yummy), a little village where they process chocolate and coffee amoungst
other things, a beach ranch where we got to ride some horses, and a neat
cave! Pedro was a fun tourguide and Wilson was a great driver! Don't miss
this one!” (Canada) 208
“There were several tours available from there and we took three- Santa
Domingo day trip, the Jeep Safari and a trip to Saona Island. The trip to
Santa Domingo was a long - three hour ride each way and left only about
4 hours there. Made for a long day. Not a very well organized trip. The
Jeep Saafari was great- we went to the hill country, saw coffee being
grown, cacao trees for cocoa, and a ranch where they were raising cattle.
Also saw some interesting caves and countryside. The trip to Saona
Island was less than expected but nice still. Again, we had to take a 1 1/2
hour trip by bus each way to get to the dock for the boat ride to Saona.
Another hour to there. We had about 1 1/2 hours on the island and about
another 2 hours for snorkeling and swimming. Most of what we did, we
could have done right at the beach at the resort.” (USA) 209
“We took two tours ..the outback safari through Apple Vacations and a
snorkeling tour. The safari was great. The Dominican countryside is lovely.
The snorkel tour was so so...the reef was great though, lots of
fish...comparable to Cozumel.” (USA) 210
“We went on two excursions. The Bavaro Runners and the Marinarium.
Both were amazing.Our tour guide Mimi on the Bavaro Runners tour was
very informative and very funny. The marinarium crew were awesome and
even got my father up to dance made is day.” (Canada) 211

Some of the complaints do reflect the reviewers’ concerns about adjusting to
differences. For example, the writer of the following indicates nervousness about
the idea of traveling to a place that might have dissimilar food:
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•

“The food was a major worry for my fiancé and I just because he is such a
picky eater and also we were very scared of getting sick. Fortunately for
us we didn't have any problems in that department either. The food wasn't
what we were used to by any means but we were always able to find
something "safe" for us to eat.” (USA) 212

In addition to the issue of food that might be unfamiliar, the above review focuses
on the stereotyped issue of lack of cleanliness, possible food related illness and
safety [“very scared of getting sick”]. Much of the reluctance to journey outside of
the bubble might be related to the fear of what one would find there,
contamination penetrating the bubble. There is certainly a general assumption
that most people thinking about going to Punta Cana would be interested in the
familiar:
•

“Things as the concessions were high, a can of pringles cost $7.00 for
example. Bring some snacks and you can save a lot.” (USA) 213

Many of the reviews deal with the food choices available at the resort, but there
are few references to any local cuisine. It is unclear whether the writers do not
know what the local cuisine is, or do not care.
•

212

“The food was hard to get used to at first. You really have to be patient.
The first day we got there we were so hungry and hated the food. ( we get
cranky when we are hungry) The next day we started to find plenty of
great food. The chicken at La Cana was awesome. We ate there alot.
They are open from 10:00 to 5:00 everyday. It is outside by the beach, so
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you can go casual (swim suit) My son loved the french fries and the ice
cream. There are plenty of food choices!! “(USA) 214
The expectations of dining choices, and the actual offerings from the resorts, are
completely disconnected from the reality of being in a different culture [“My son
loved the french fries and the ice cream.”] The descriptions of the dining choices
available at the resorts make it clear that exposure to local cuisine is not the goal:
•

•

•

•

•

214

“Oh, we recommend the Japanese Restaurant, Marlin - outdoor seafood
(they have lobster - ask for butter on the side)...Although we had
reservations at the Italian restaurant - we never made it...” (USA) 215
“We ate at all the a la carte restraunts at the palace and enjoyed each of
them with the exception of the Italian restaurant which had very poor
pairings of its meat and sauces. Our favorite a la carte was the brazil but
watch your appitite... there are 5 courses of meat that is shaved off
skewers... it was delightful!!” (USA) 216
“Also, another perk to being in Club Diamond was the use of Il Capriccio
(the Italian restaurant), by the Club Diamond pool, for breakfast and lunch
(very good pizza at lunch).” (Canada) 217
“The food was amazing always found something to eat even if you are a
fussy eater. The pizza at the beach bar was a great snack if you got a little
hungry at the beach. We ate at 5 ala carte restaurants. The Domician, the
Japanaese, the French, the Italian and the Garden Grill. We enjoyed the
French and the Italian ones the most. We felt to rushed at the Japanese
restaurant as my father is a slow eater.” (Canada) 218
“The buffet was filled with a variety of great foods, but the Japanese and
French restraunts were the best.” (USA) 219

Retrieved July 2, 2007, from http://www.tripadvisor.com/ShowUserReviews-g147293-d579774-r4232264Iberostar_Punta_Cana-Punta_Cana_Dominican_Republic.html
215
Retrieved May 12, 2007, from http://www.tripadvisor.com/ShowUserReviews-g147293-d634363r929649-Barcelo_Punta_Cana-Punta_Cana_Dominican_Republic.html
216
Retrieved May 12, 2007, from http://www.tripadvisor.com/ShowUserReviews-g147293-d611114r6624122-Riu_Palace_Punta_Cana-Punta_Cana_Dominican_Republic.html
217
Retrieved July 20, 2007, from http://www.tripadvisor.com/ShowUserReviews-g147293-d478252r4312845-Gran_Bahia_Principe_Punta_Cana-Punta_Cana_Dominican_Republic.html
218
Retrieved May 12, 2007, from http://www.tripadvisor.com/ShowUserReviews-g147293-d478252r7164502-Gran_Bahia_Principe_Punta_Cana-Punta_Cana_Dominican_Republic.html
219
Retrieved July 2, 2007, from http://www.tripadvisor.com/ShowUserReviews-g147293-d218482-r3497060Catalonia_Bavaro_Resort-Punta_Cana_Dominican_Republic.html

189

•

“The food choices were great, you have the option to eat at the Topaz
main restaurant, pizza bar or choose from the following specialty
restaurants: (Italian, Caribbean, Steakhouse, and Seafood). The seafood
restaurant was my favorite, the surf and turf was excellent and the staff
was excellent.” (USA) 220

The following two reviews directly compare the food at their Punta Cana resorts
to the standards found in the United States – generally to the detriment of the
local offerings:
•

•

“AMERICAN GRILL. Tex-Mex food offered here. The steak fajitas were
very good. Yet the hot wings were not for real hot wings as I know hot
wings. These are small chicken wings in barbeque sauce. They aint hot,
crunchy or that meaty.” (USA) 221
“The low of the vacation is the food. They cater to the Europeans so the
menu may not appeal to the "typical" Amerian. We all found things to eat,
but we knew not to eat the meat there (well some of us chose to eat the
meat regardless and that particular person had a tummy problem as
previously stated). … The breads are outstanding, almost as good as NYC
breads, if you can believe that, but its true. …The coffee is fantastic down
there, very strong. If you like Starbucks you'll love the coffee, although
they don't have cream, only milk but they warm the milk in a container for
you before you pour it in your coffe (a nice touch)” (USA) 222

In the first review, some of the absurdity of the concept of environmental bubble
in the current travel industry is highlighted. The same internationalization of
language and culture that places an “American Grill” in a resort in Punta Cana
makes it possible to identity “Tex-Mex” and steak fajitas as representing
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American grilled cuisine. The dismay of the writer that the “hot wings” were not
authentic by American standards [“the hot wings were not for real hot wings as I
know hot wings”] shows that identical labels, even when used in different
locations, are assumed to represent the same object. The descriptions of the
American versions of the food are used as a yardstick for comparison, a baseline
for judging worth [also seen in “almost as good as NYC breads”.]
As the vast majority of the resorts are completely self-contained, the actual
exposure to local culture and people is extremely limited in Punta Cana.
However, the perception that one is going to a foreign country and therefore
needs to be prepared for different experiences is intact. Several of the reviewers
issue warnings that tourists should not expect that things will be exactly the
same:
•

•

223

“All of the restaurants where excellent. You have to remember that the
food there is different that in America or anywhere else. Not all of there
food tastes good, but they have a large variety in which you can find
plenty to eat.” (USA) 223
“Food- was decent, Mexican, Chinese & Japanese among the favorites.
Just keep in mind that you are not in the USA For those concerned about
the water, everything is bottled. Table water is from 5 gal and you still can
ask for small bottles. You just need to ask for it. Ice is purified and bagged;
we saw carts delivering the water daily to the restaurants and bars each
morning.” (USA) 224
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•
•

“Also, they do not use lemons in the Dominican. If you ask for lemon, you
will get lime, since the Spanish word for both is lìmon.” (Canada) 225
“What to Expect: One Dominican Republic minute equals five American
minutes or thirty New York minutes. Just relax and go with it. If you want
faster service, tip. English is the SECOND language. The staff is very
patient and friendly. They will find someone who speaks English if the
conversation gets too complicated.” (USA) 226

The following writer assumes that reviewers who had previously complained
about some of the problems with Punta Cana or their hotels are looking for an
environmental bubble (thereby proving that it exists):
•

225

“I don't know what these people with all of these nit-picking problems
have, but maybe they should have stayed at home or at least near their
homes. DO NOT LET THEM INFLUENCE your trip!! You have to
remember, you are going to a third world country so think of their five star
rating as such. …Now, to the most common complaint that I've read is the
temp of the drinks in the mini bar. You will not find ice cold drinks
anywhere at the resort like we know of them to be here in the States. That
is just the way Dominicans are as are most Europeans, they like their
drinks cool and refreshing, we as a group like them ice cold and expect it
to be that way, but remember you are not at home…. You must go with an
open mind and remember that you are in their country not in your own,
they are more laid-back than we are here, so they do not provide services
as quick or in a hurry as we do here in the States. I can see how many
people could complain about slower service than they are used to so if
your wanting to have someone at your beck and call or have people run
around like chickens with their heads cut-off because you requested
something then the DR is not for you stay at home because your going to
be disspointed... Remember go with an open mind and look forward to
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meeting the Dominican People, they want to share their country and their
lifestyle with you, it truly is almost heaven on earth.” 227
Although the reviewer understands that there are diverse cultural standards, and
believes that travelers needed to adapt to the local environment, the cited
examples of differences reflect a quite shallow comprehension of the kinds of
things that might actually vary between cultures. Although the Dominican
Republic is described as a “third world country,” the main difference cited is in the
standards legitimately expected from a five-star hotel. In addition, although the
writer directs readers to “go with an open mind and remember that you are in
their country not in your own,” the variations described are in the temperature of
drinks served and the pace of service rather than in more substantive matters.
•

“Also the reviews that stated hardly anyone speaks english, BULL. If you
want to stay at some real classy resort go to New York. If you want to see
other parts of the world and how other people live go to the Dominican or
Jamaica. We have it so good in the USA that I believe several of those
who wrote reviews are really spoiled and can't live without the very best.
Stay home.” (USA) 228

The following reviewer, claiming credibility based on extensive travel experience,
shows a complete acceptance of some reader’s desire for an environmental
bubble.
•

227

“I am no expert, but I have travelled extensively through Europe, Canada,
Mexico, and the U.S. and also worked in high-class restaurants for ten
years. I would highly recommend this resort to anyone who has never
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been out of the U.S., would like to eat well and enjoy the scenery, and
may be apprehensive to speak another language… Lastly, go with an
open mind. Like anything else, it is up to you as the traveller to determine
what kind of trip you will have. Be flexible, open to "going with the flow"
and you should have a great time.” (USA) 229
The above excerpt, even though it does mention the need to “go with an open
mind,” describes the resort as a good place to go for a traveler without much
practice. The characteristics of openness and flexibility are described as critical
to enjoyment – both of which could be indicators of advice to be willing to go
beyond the familiar to some degree. Interestingly, the reference to the hotel as a
place that would be good for tourists who “may be apprehensive to speak
another language” suggests that travelers’ lack of proficiency in languages other
than English is due to nervousness. However, it is more likely that the writer
intends to refer to travelers’ anxiety that they cannot function completely in
English.
The following reviews address the distress caused to the writers when other
types of differences are encountered:
•

•

229

“The rooms have jets in the bath tubs but I can't understand why anyone
would want to soak in water that is "not potable" which means not
drinkable” (USA) 230
“There was an issue with one of the "facilities" and when the front desk
was called, we were told to place the used paper in the trash rather than
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to flush. In the public areas you will see this. Just the initial shock that the
front desk made this comment left an uneasy feeling.” (USA) 231
The discomfort that the idea of different plumbing standards caused was
reflective of a search for sameness and familiarity in the most basic of functions.
Although it is often the case that potable water, expensive to produce, is saved
for drinking, and it is not uncommon for plumbing in less developed areas to be
incapable of handling large quantities of paper, the writers of the above excerpts
have apparently not been exposed to these types of different standards before.
The western obsession with hygiene is also reflected in the following:
•

“watch closely for problems with cross contamination with the bbq grill
serving raw meat at the windows buffet. they just don't understand how
people could get sick from this. we paid attention to this, avoided lunch
meats and salad and never had any problem at all. highly advise to pay
close attention to the utensils they use to serve from the bbq grill in
windows. American grill you can have better food at taco bell or your local
pet store. Italian restaurant get the stuff polo it's actually good. beach
restaurant or grill stick with the cheeseburgers pizza is the worst i seen
anywere.” (Canada) 232

Once again, the influence of habitus is too strong to easily overcome.
Chapter Conclusion – Environmental Bubble
The attitude shown towards the seeking an environmental bubble, the desire for
limited exposure to the local, is a reflection of cultural capital and the perceived
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relative status of the visited location and the tourist. For example, the expectation
of finding English-speaking television channels, and the portrayal of this wish,
differs in the reviews from each of the locations analyzed. While the comments in
hotel reviews from Punta Cana, Beijing and Hong Kong show clear expectations
of having a variety of English-speaking stations on the hotel room television set,
the same desire in Madrid and (especially) in Paris include a consistent
minimization.
The Madrid reviewers indicate appreciation of any sort of accommodation from
their hosts, as shown by the low expectations of English-speaking channels and
the gratitude when they were available. The Paris reviewers consistently
downplay their wishes for English television by stating that it is unnecessary
based on the location, implying that Paris itself had so many interesting things to
see and to do – and so much cultural capital – that seeking an environmental
bubble is unjustifiable.
The remainder of the excerpts analyzed address issues of seeking the
recognizable and familiar outside of the hotel room itself, and these also reflect
attitudes towards the location and the associated cultural capital. The sites with
the highest cultural capital are more readily accepted as worth exploring by the
tourist reviewers.
At one extreme are the three reviews that specifically address the need for a
“sanctuary” in Beijing, suggesting the desirability of finding a completely western,
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or at least familiar and safe, environment within this city. Although this might
have been due partially to the size and overwhelming nature of this huge city,
there are no reviews of other locations proclaiming that this type of escape is
necessary or attractive. This desire for sanctuary could have been a response to
the perceived vast cultural differences, a situation not present in the western
locations such as Paris or Madrid, the previously British Hong Kong, or the
primarily recreational atmospheres of Punta Cana and Phuket.
The discussions of western style environments, food and businesses in these
international sites also reflect some of the writers’ attitudes towards the locations
themselves. The fairly common inclusion of details about the availability of
Western chain restaurants in Beijing, Hong Kong and Phuket usually do not carry
negative comments about the desirability of patronizing these establishments.
The acceptance of these primarily American businesses in an international
location could have been demonstrating the ubiquitous nature of Western chains,
being expected internationally. This is similar to travelers’ expectations that
English proficiency will be found everywhere.
Although these references were common, the analysis of whether these
businesses truly reflect environmental bubbles is a bit more complex. As
corporations such as McDonald’s, Starbucks, Hilton and Wal-Mart continue to
spread internationally, the question of what is local versus American has become
much more intricate. It is unclear whether a tourist who eats at McDonald’s while
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in Beijing is secluded within an environmental bubble of a home society. Most of
the customers (and staff) in the restaurant are likely to be local residents,
therefore providing as much (or more) possible contact with locals than a
restaurant serving Chinese food. In addition, the McDonald’s itself – which on the
surface might seem familiar to an American tourist – has likely needed to modify
its marketing approach (menu) to attract local residents.
Although the local residents that the American tourist may encounter at a Beijing
McDonald’s are likely wealthier than average, their higher economic status does
not make them any less “authentically Chinese.” However, even though these
chains might be different in each location, the important implication of their
inclusion in the reviews is that the tourists think that they are going somewhere
familiar. They are not stepping out of the environmental bubble because they do
not believe that they are; the point is that the tourist thinks of McDonald’s as an
American home in a foreign location.
Tourists visiting international branches of western corporations are likely to want
the experiences they have there to be familiar, for the service or food or
environment to be the same as what they are used to at home. This desire is
related to the concept of environmental bubbles, as Cohen and Cooper did imply
that those travelers who decided to take organized tours were looking for
familiarity and comfort. However, the fundamental difference between this
typology and today’s tourists is that the present day expectation of sameness
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might not result from a lack of exposure to differences, but be based on a
normalization of many aspects of worldwide culture affected by the spread of
American (or more generally Western) customs. Based on the belief that some
aspects of culture are universal – a conviction supported by much of the media,
advertising and spread of American-like culture – it may be inconceivable to the
average tourist that there might be fundamental differences elsewhere.
An assumption that eastern branches of western companies are automatically
environmental bubbles for the tourist may suffer from the same erroneous belief
that English, even when used internationally, still “belongs” to traditional nativespeaking countries such as Britain and the United States. It is clear that the
international spread of English has proven that the language is no longer
“owned” by any nation. The concepts of environmental bubble and any resulting
typology of tourists are still quite important, however, when evaluating the
question of how variances in desire for exposure to the local culture and society,
and the perceived levels of success, affect the expectation of finding English
proficiency.
There are significantly more recommendations in the Paris and Madrid reviews
intended to encourage the readers to explore the local culture (as defined by the
writer.) Unlike the Asian locations and Punta Cana resorts, few reviewers
suggest or even mention searching for familiar experiences. This places a higher
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cultural capital upon the local way of life, and is consistent with the results
demonstrated in the “Local Languages” chapter.
The Phuket reviews often reflect the reaction to what might have been a failure to
meet the tourists’ expectations that things would be different enough from home
to signify an acceptable level of “foreignness.” Although some familiarity may be
important, it does not replace the need for “authenticity.”
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7. DATA ANALYSIS - IN-GROUP/OUT-GROUP AND RELATIVE POWER
This chapter will attempt to determine the relationship of perceptions of group
membership status – which in the case of local residents is mostly based on
stereotypes – to expectations of language convergence in travelers’ website
reviews. Website reviews that contain comments about the identities of local
residents and about the travelers’ own in-group, reflect how the writers view
relative power. While quotes in preceding chapters focused on the effect of
cultural capital on individuals and specific conversations, the following discussion
contains excerpts specifically and overtly relating to attitudes about groups. I will
demonstrate that, descriptions of group memberships and the specific
stereotypes they reflect are also important factors to consider when analyzing the
levels of speech accommodation expected by tourists.
As noted in the “Theoretical Framework” chapter, convergence is portrayed as an
attempt on the part of the speaker to obtain some degree of approval from the
listener. The degree to which approval is sought is likely to be at least partially
based on perceived identity and group membership of both interlocutors. These
characteristics may help define the bases of relative power relationships and the
resulting perceptions of appropriate language behavior.
A notable feature of web postings is that they are one-sided. The described
identities of the addressers, addressees and subjects are all based on the
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writers’ perspectives. Further, the writer’s identity is wholly created for the
purpose of the postings, and is therefore unverifiable by any outside source. This
creation of identity could be either unconscious or the result of deliberate
attempts to portray the writer in a particular manner, whether misleading or not.
The addressers’ statements related to their own identities can therefore be
assumed to answer, not the question “Who am I?” but rather, “Who do I want the
reader/addressee to believe I am?”
In the postings analyzed below, some of the answers to questions about identity
can be found in the writers’ portrayals of the “other” – tourists and locals who are
described as different. The portrayal of situations and conversations depicted in
these reviews may or may not be accurate. However, as the perceived status of
the interlocutors is critical to decisions about communication accommodation,
descriptions of group memberships are important factors to consider when
analyzing the levels of speech accommodation expected. Regardless of their
truthfulness, the reviews do offer clues to tourists’ assessment of group
membership, how those perceptions affected the speech strategies chosen, and
how they might have contributed to the success or failure of the speech acts.
Paris
In the Paris hotel reviews, the portrayal of local residents addresses the
stereotypes of French rudeness, but also reflects the relatively high perceived
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social and cultural status of the Parisians. The excerpts show a belief that
English proficiency of local hotel employees is advantageous but should not be
expected. Most importantly, writers think that tourists bear some responsibility for
the success of communication attempts. This is entirely consistent with the
findings shown in the preceding chapters, that Paris and the local residents have
extremely high status and cultural capital.
The following hotel review describes the Parisians as “friendly and helpful,” and
makes an attempt to point out some commonalities between Americans and
Parisians:
•

“We flew in to Paris and spent a few days there before going to
Switzerland. The people were friendly and helpful for the most part. There
were a few jerks but hey, we have them too ;~). The train stations and the
airport are insane. The volume of people moving through dictates that and
it's the same over here. If you go with an attitude, you'll get an attitude.
Paris (or any European city) is not in the United States, that's why we go
visit. They don't speak English sometimes, get over it. If you make a little
effort, communication is not an issue. We actually had one person from
the information booth (who didn't speak English) literally take us to the
right train stop and point to the names on the map to show us how to
transfer. I don't agree with many of the French governments actions, but I
know enough to not to blame the people. Just like us, they can't control
the crazy government policies. And if you think Paris is crazy, try some of
the cities in Italy. Now they have chaos down to a science ;~).” (USA) 233

Through his or her discourse, the writer of the above review establishes an ingroup that includes both nationalities, pointing out which characteristics are
shared [“There were a few jerks but hey, we have them too” and “Just like us,
233
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they can't control the crazy government policies...”] These attempts at
convergence are consistent with the attitude about who should accommodate in
terms of the language spoken stating, “They don't speak English sometimes, get
over it. If you make a little effort, communication is not an issue.” The derogatory
comments about Italy elevate the expressed cultural capital of Paris by drawing
on stereotypes about Italians and the perceived lower status of that country.
By contrast, even though the following review establishes clear in-group/outgroup boundaries, the “others” (Parisians) are depicted as having high cultural
capital and status:
•

“Wow! Talk about a real city! … Everyone in Paris is GQ. I mean, talk
about a really elegant city. It was cold and everyone had on long sleek
coats. We tried a plate of frommage (cheese)....and I guess it's an aquired
taste. It reeks of sweaty, dirty socks...and well, some of the cheese tasted
just as it smelled. It was worth the experience though...we laughed a lot.…
I could keep writing about my awesome experience...but I'll spare you.
The French were not as rude as everyone thinks. They were quite friendly.
I dunno if you should get the museum pass unless that's your thing. We
went to the Lourve and it was so huge! We did about 1/8 of it in 6 hours
and decided that was enough. To sum everything up, go with an open
mind. Know how to say "can you speak English" in French, that's how we
got around. And use the subways.” (USA) 234

The writer does address two stereotypes – supporting the idea that the French
have high cultural capital through the use of a fashion metaphor (“Everyone in
Paris is GQ. I mean, talk about a really elegant city. It was cold and everyone
had on long sleek coats”) and challenging the one depicting the locals as rude
234
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(“The French were not as rude as everyone thinks. They were quite friendly.”)
The Parisians are clearly depicted as an out-group, different from the reviewer
but in a positive sense, even with a bit of awe.
An even starker division is made between the two groups in the reviewer’s
description of the local cheeses. Although it is possible that some of the
reviewer’s statement could be a result of ignorance of what “fromage” means,
there is no recognition that there are hundreds of types of cheeses in France, or
that the characteristics of the cheese they ate may not reflect all of the types
available. This attitude is another example of an extreme over-simplification of a
local culture, while demonstrating a desire to portray a true understanding of it.
However, even though fromage is described as reeking of “sweaty, dirty socks,” it
is not depicted as inherently negative but positively, as an “acquired taste,” and
as “worth the experience though...we laughed a lot.” Once again, the differences
are accepted, with the locals culture not overtly judged as having less worth. The
responsibility for language accommodation is assumed to be at least partially
belonging to the tourists, with the requirement to, “know how to say ‘can you
speak English’ in French.”
Two reviews that refute the stereotype of the French as rude also mention
English proficiency:
•

“I just returned from visiting Paris for the first time. It is a magnificent city
and the French are friendly, helpful, genteel people. The Hotel Ibis Porte
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•

de Clichy has a wonderful staff that helped in way that was needed. Most
speak English.” (USA) 235
All the french people were friendly, and many spoke some english. (USA)
236
…

Once again, the information about the language ability of the local (“Most speak
English” and “many spoke some English”) is mentioned as almost an
afterthought, certainly having less priority than the magnificence of Paris and the
friendliness of the Parisians. The attribution of “gentility” once again shows the
high cultural capital – and stereotyping – of France, and accords with the other
chapter findings.
A more specific version of the “French rudeness” stereotype, that the French do
not like Americans in particular, is referred to in some of the quotes. The idea
that the French are impolite is invoked by its negation in the following:
•

“So who says Paris isn't a great destinations for Americans? We were
treated extremely well here.” (USA) 237

Although the hotel reviews commonly include clear expressions of admiration for
the cultural capital of Paris and the Parisians, one excerpt suggests that this
respect may have a racial component, as not all locals are held in the same high
regard:
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•

“One word about those ethnic pickpockets. They are very slick , separate
you from your companion when you are on the metro, when you have to
stand and hold onto the pole and keep bumping into you. It happened to
us even though we were vigilant , on the way to Sacre Coeur. By the way
we got her purse and camera back- the exception rather than the rule.”
(USA) 238

The above quote makes it clear that some residents of Paris are not really
considered to be Parisian. The “ethnic pickpockets” described might well have
been local citizens, but they were not considered to be really French.
Some of the tourist reviews and other Internet traveler advice sites include
comments about suitable attire in Paris. In these cases, the motivation for
obtaining information about appropriate clothing styles generally includes a
desire to fit in with some local in-group. This is highlighted in advice given as part
of a National Geographic “Walks of a Lifetime” podcast about Paris, narrated by
Rudy Maxa:
•

“…you’ll want to wear sensible, yet fashionable leather shoes. If you’re
wearing white sneakers, you’ll be plenty comfortable, but don’t expect to
blend in with the natives.”239

The desire to “blend in with the natives” is also reflected in the following excerpt
describing the appropriate kind of jeans to wear in Paris:
•

238

“Don't believe that only tourists wear jeans - the French do too. Just make
sure your denim is dark, not stone washed.” (USA) 240
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One comment does not directly address specifics of French attire, but implies an
in-group/out-group division between the French and visiting tourists from various
countries based on standard styles of dress:
•

“For your info- Americans, Italians, Japanese,and British all had the same
attitude toward clothing and shoes --1/2 wore blue jeans and tennis shoes,
some shorts.” (USA)241

The desire of visitors to pass as French is recognized by the locals, as
demonstrated by a 2007 ad campaign, “C’est so Paris,” designed by the Ile-deFrance Regional Committee of Tourism to attract more tourists to Paris. The
website included descriptions and meanings of some common French gestures,
and had a contest for visitors to send in pictures of themselves “imitating a
Parisian” making one of these gestures.242
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Although the advertising campaign was clearly tongue-in-cheek, there was still a
strong implication that visitors to Paris should want to be mistaken for a Parisian,
and should view membership in the in-group of local residents as desirable. The
humor inherent in the concept also soothes anxieties of visitors who might
consider themselves to have lower status, and make Paris more culturally
accessible.
Punta Cana
The attitude towards Spanish-speakers in Punta Cana – both the hotel staff and
other guests – stands in sharp contrast to the desire to “pass” as a local in Paris.
The theme of ‘otherness’ is raised in several of the online reviews because of the
discovery that English speakers constituted a minority of the hotel guests.
Although the local language of the Dominican Republic is Spanish, the
expectation of English as the tourism lingua franca is so strong that the
prominent position of the Spanish language (and, in some cases French) among
other hotel guests is considered highly salient.
•

“Spanish is the predominant language spoken here but English is very
much understood. We found a majority of the visitors were French
speaking or Spanish speaking. English was the minority.” (USA) 243

The following quote also notes that English speakers are in the minority, and also
links the speaking of Spanish with rudeness:
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•

“Tourists- 80% Spanish and very rude so if you are from anywhere else be
prepared because nobody speaks English. This resort caters to the
Spanish tourists mostly.” (Canada) 244

The fact that encountering a majority of tourists speaking languages other than
English is worthy of note, even in a Spanish speaking country, shows the degree
to which there is an expectation that tourists generally speak English even when
locals do not. Although there are no specific examples given of problems
encountered, the implication is that the Spanish speakers are impolite to English
speakers. It is noteworthy that the use of the term “Spanish” to denote speakers
of the language (“80% Spanish” and “resort caters to the Spanish tourists”) rather
than the more common definition of citizens of Spain bases the identification of
the out-group solely on native language. The writer creates an identity boundary
based on language rather than on nationality, putting all Spanish speakers –
local residents as well as tourists from a possible variety of Spanish-speaking
countries – within the same group. The review also ignores the fact that there are
speakers of Catalan and Basque, among other languages.
The theme of “otherness” is extended to all tourists who speak languages that
are not English or the local native language. For example, the following review of
a Club Med in Punta Cana shows the distress of an English speaking reviewer
who is faced with the problems caused by many French people speaking French
in a French-owned resort:
244
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•

“My biggest complaint was the amount of French people that were at the
resort. I know that might sound strange but let me explain it this way-every
announcement made was done in French, many of the staff spoke French
and very little English. At night by the bar they would have music and
dances to participate in-everything was French. The French seemed to be
catered to much more than the English guests-even in the camp for kids
they would explain everything to the kids in French. I had gone with my
daughter one morning and asked them to please explain in English also.
They did but probably would not have if I had not been there.” (USA) 245

The writer of the above review mostly refers to the other tourists, clearly
establishing group memberships primarily based on language. Despite the fact
that the staff was able to speak English [“I had gone with my daughter one
morning and asked them to please explain in English also. They did but probably
would not have if I had not been there.”], the status of English as compared with
the status of French at the resort was called into question.
The portrayal of this situation as a “complaint” clearly indicates that the writer is
displeased with the relative status of English versus French at the hotel, and
feels that this should be noted in at least two ways. First, the lack of English as
the primary tourism language is deemed to be a problem. Secondly, the reviewer
has an awareness that complaining about French is unusual enough – based on
the language’s high cultural capital – that readers might not automatically
understand why the presence of a large number of French people could result in
a grievance. The possible miscommunication is overtly addressed, “My biggest
complaint was the amount of French people that were at the resort. I know that
245
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might sound strange but let me explain it this way…” This preemptive comment
is reflective of the high status of French, as the writer feels obligated to explain
his or her displeasure, and is consistent with the findings in the “Local
Languages” chapter.
The status issue is even clearer with the next reviewer’s comments regarding the
generally higher status and greater acceptability of French culture as well as the
language (as perceived by the writer) at the hotel:
•

“I can say that the French guests are not very fond of the Americans and
really do not hide their feelings at all. We tried to make conversation with
them but they would just shake their head to say they did not speak
English. Others were just downright rude. Many of the women bathed
topless on the beach, which was a bit of a shock for American kids who
are not accustomed to this.” (USA) 246

Based on the writer’s account, the attempts at communication made by the
English speakers are rebuffed by the French. The basis for this rejection is
attributed to both the unwillingness of the French to establish any connection
[“the French guests are not very fond of the Americans and really do not hide
their feelings at all,” “Others were just downright rude”] and to lack of their
language ability in English [“they would just shake their head to say they did not
speak English”.]
There is an implication that the reason that the French tourists do not want to
converse with the writer is not that they do not speak English, but that they do not
246
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like Americans. However, regardless of what actually transpired or the reason for
the communication failure, the writer’s reported attempt to converse [“We tried to
make conversation with them”] and the subsequent rejection clearly places the
English speaker in a position of less power, as it was the French speakers’
decision not to participate in the interaction.
The reviewer’s subsequent description of the French women tourists’ behavior
[“Many of the women bathed topless on the beach”] draws additional tourist
group boundaries based on cultural and behavioral differences. In this case, it is
not the writer’s own reaction that is being described, but that of a third party
[“which was a bit of a shock for American kids who are not accustomed to this”.]
This might be an indirect bid for solidarity based on group morals with other
American tourists using the website. It also demonstrates that the status of the
French language may be different in Punta Cana than it is in Paris; the relevant
stereotypes are different – potentially an issue of racism.
Descriptions of the shocking behavior of other tourists at the resorts are not
limited to French speakers, but include Spanish-speaking guests as well:
•

“BEWARE: TOPLESS BATHER ALERT!!. The Spanish speaking tourists
have no problems with baring their tops on the beach or at the main pool. I
would think Globalia Management would better control where they can be
since they do have small children there. But then again, the spanish tourist
at Globalia is 80 % at least and their culture allows it and considers that
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behavior normal. Obviously the Canadian friends I made and the few other
Americans were somewhat shocked.” (USA) 247
The above comment not only places a clear cultural boundary between the writer
and the behavior of other foreign hotel guests, it demonstrates an expectation
that management should have imposed the writer’s moral beliefs as hotel policy
and should have “better controlled” the topless bathing. This implies either a
belief that the English-speaking hotel guests have (or should have) more power
by right than speakers of other languages, or that the English speakers’ moral
standards are so obviously more correct that they should have served as the
basis for policy decisions. There is another reference to small children. It is
unlikely that they would be shocked, but their parents might be and claim it is on
their children’s behalf. This effort could be an attempt to mitigate the writer’s
feelings of insecurity. In addition, the generalizations about the culture of the
“Spanish tourist” shows an ignorance of the wide range of attitudes held by
Spanish speakers about the issue of topless bathing.

The above comment might be another bid for solidarity of the website users –
both Americans and Canadians – against the “others,” those Spanish-speaking
tourists with lower moral standards. The tone of these remarks is especially
interesting given the Paris comments (how to fit in by dressing and acting like the
locals) described earlier. The indignation expressed by actions that the out-group
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“considers normal” shows that the writer had no intention of following local
customs, and in fact found them abhorrent.
Another comment dividing tourists into in-group and out-group is not based on
language, but on specific national origin and cultural norms:
•

“The people seem very well adjusted. They are beautiful people. Have not
learned much English. The Europeans (mostly Germans) were very
unfriendly and stoic.Culture: As African-american traverlers, the people of
the island seemed very glad to see us. They often referred to us as "my
color". They were helpful to me and laughed when they saw me with my
spanish dictionary trying to speak the language. They were very patient
with us. Summary: We loved it, loved it, loved it there. We would go back.
LTI needs to improve there entertainment venue. The shows were
enjoyable, yet we are accustomed to a little more. We wanted more
activity at the pools, beachs, and lobby. The Germans seem to dictate
otherwise.” (USA) 248

The writer indicates that although there is a language difference with the locals,
this is not a problem. The local staff is described as “well-adjusted” and
“beautiful,” in spite of not having “learned much English.” The description of the
Germans as “stoic” could have also been a reference to the stereotype of this
nationality as cold and emotionless, an attempt to create a clear group boundary.
The very term used to describe the local hotel staff [“the people of the island”]
implies an opposition to the other groups encountered (not of the island?)
In this review, the line is drawn between the in-group containing the writer and
the locals – possibly based on race [“my color”] – and the out-group containing
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the “Europeans (mostly Germans) [presumably not of ‘my color’].” There is no
softening or explanatory comment given for the displeasure of the writer with the
German tourists; this indicates that the writer may feel that the reader would not
consider this complaint especially unusual.
The next excerpt, although possibly written tongue-in-cheek, does demonstrate a
stereotyped view of all Europeans as being culturally different from Americans –
accepting of behavior that an American would view as at best odd, and at worst
offensive.
•

The pool is nice, very warm probably from the children who do not wear
bottoms and are swimming in the pool. Again very European. (USA) 249

The following excerpt also addresses lack of proficiency in English, but on the
part of the staff:
•

The staff does not understand English so it was very hard to
communicate. They also have a chip on their shoulders, they are rude to
Americans. (USA) 250

Although the writer first attributes the miscommunications to the staff’s lack of
English proficiency, the writer then indicates that the staff demonstrates some
belligerence [“have a chip on their shoulders”]. The attribution of this attitude to
antagonism towards the in-group of American citizens clearly divides the
interlocutors into “us” (Americans) and “them” (the non-English speaking staff.)
249
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The following writer also describes problems with the in-group/out-group issue,
but the comment is reflective of the writer’s own identity rather than including an
account of conversations with people encountered at the hotel:
•

“I was happy to have visited the dominican but think I would have had a
better time if I had stayed somewhere else. Not many english speaking
people at this hotel.” (USA) 251

The above review is a statement of the reviewer’s personal preference for
staying in a hotel with more English speaking people around, indicating a desire
to meet and talk with other travelers – not the local people – when on a trip.
The following comment about language expectations at a Punta Cana hotel is
especially interesting as it reflects a different attitude than shown in previously
cited comments about other geographical locations. Rather than state an opinion
about the unreasonableness of expecting English in non-English speaking
locations, this writer specifically addresses the issue of relative status between a
native English speaking tourism location (New York) and two other tourism
locations (Dominican Republic and Jamaica):
•
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“Also the reviews that stated hardly anyone speaks english, BULL. If you
want to stay at some real classy resort go to New York. If you want to see
other parts of the world and how other people live go to the Dominican or
Jamaica. We have it so good in the USA that I believe several of those
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who wrote reviews are really spoiled and can't live without the very best.
Stay home.” (USA) 252
The use of the exclamation “BULL” in the above excerpt at first seemed to
denigrate the notion that there were no English speakers in the resort. However,
the rest of the quote clearly implies that the availability of English is a sign of a
“real classy resort,” being “really spoiled” and having “the very best.” The
descriptions of the “others” in the Dominican Republic or Jamaica include
placement in a clearly lower socioeconomic status, and take the lack of English
as a sign of an inferior position.
Punta Cana has relatively few comments that include descriptions of the local
people, especially when compared with reviews of other locations. This may be
explained by the relative lack of exposure to local life among tourists staying at
the all-inclusive resorts in Punta Cana. Those that do address this topic show,
not surprisingly, the same degree of reliance on stereotypes of the Caribbean
people. The characterizations of the “Dominicans” are almost exclusively based
on observations of hospitality sector employees. These descriptions are
somewhat contradictory, possibly because they are based on characteristics of
individuals encountered. For example, the following excerpt describes the
“Dominican people” as nice, hard-working, singing and dancing poor people, a
racist stereotypical portrayal of people of color:
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•

“DOMINICAN PEOPLE Not enough can be said about the Dominican
People. They are very nice and are very hard workers. They sing and
dance while doing their jobs.
By our standards they are overworked. They are working at least 12 hour
days with only 1 day off a week and are paid anywhere between $20 - $40
per week. Needless to say your tips go a LONG WAY and are much
appreciated.” (USA) 253

In addition to this extreme simplification of the characteristics of a nationality, the
above clearly portrays a very uneven power relationship between Americans and
Dominicans. Comparing the average workweek and the average pay scale, the
writer indicates that the Dominicans are clearly of a lower socio-economic status
than the Americans. The local culture is commodified; with the focus on
economic hardship. In addition, the idea that a short-term visitor can learn
enough during a vacation to actually know what all Dominicans are like implies
that the writer believes the local population’s culture is either uncomplicated or
unsophisticated.
Rather than characterize tips as they are normally perceived in the United States,
as a voluntary (but expected) acknowledgement of service, the reviewer implies
that tipping in the Dominican Republic has some element of charity inherent in it.
This idea, and the same implication of extremely different economic status for
locals, is reflected below:
•

253

“They gio ABOVE AND BEYOND for you and love what they do, even
though they only make about $50 US per week. We enjoyed tipping the
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•

waiters $1-$3 US dollars at a time. One night we even gave one of the
waiters $20 bill because we enjoy giving to others……we ended up
spending about $60 in tips over 7 days. We did not mind, since these
people do not make very much and still try to make your stay enjoyable,
so if they can afford that extra luxury thanks to us, than we’re willing to
spend a few extra dollars.” (Canada) 254
“It saddened me to see how little the people had. we tipped a salesguy on
the beach $3 after he sold us two beaded necklaces for $13 US and he
had tears in his eyes. They have so little, so $3 to them is like a days
work.” (Canada) 255

The above highlights the lower socio-economic status of the residents, but goes
beyond simply identifying this fact. The writers each display some level of
personal responsibility for financially assisting the local hospitality industry
workers. The tourists who are “willing to spend a few extra dollars” to help the
waiters afford “that extra luxury” go beyond the worker/customer relationship and
take a paternalistic interest in the employees’ welfare. This is a clear indication of
tourists assuming lower cultural capital and status on the part of the local
residents. These portrayals of tourist expenditures make it clear that the intent is
charity, and the attitude towards the recipients is extremely patronizing.
Beijing
The comments regarding in-groups and out-groups in Beijing reviews generally
focus on the perceived and stereotyped “backwardness” of the locals. For
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example, the following excerpts address, in detail, some of the differences
between Americans and Chinese that are marked by the writers.
The following quotes explicitly states that writers considered the social and
cultural status of the Chinese to be lower, both implicitly [“As I believe this is a
third world country…”], and explicitly [a "4 star" … will be more like a 2 1/2 to 3
star by US standards,” “Perhaps it is 5 stars in Beijing standard but compared to
North America…”]
•

•

“As I believe this is a third world country, it seems the standards may be a
little different than what we would expect in the US. I would suggest
always staying in a "4 star", at least, in Beijing, and assume that it will be
more like a 2 1/2 to 3 star by US standards.…” (USA) 256
“Perhaps it is 5 stars in Beijing standard but compared to North America, I
don't think it is 5 stars” (Canada) 257

Not only do these quotes clearly place the standards lower in China, but one
provides a conversion table between Chinese and American hotels – a 4 star in
China being equivalent to a 2 ½ - 3 star hotel in the USA.
Even with the good things noticed by the writer, there remains an implication of
inferiority, as feeling “a little safer” is attributed to justice being “very severe”:
•

256

“We felt very safe walking and often commented on how we feel a little
safer than walking thru some large cities of the US. I think that justice is
very severe in China, so this probably helps alot.” (USA) 258
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Although the idea of safety is undeniably positive, it is unlikely that the writer is
admiring the Chinese system to the degree that he or she would want the USA to
emulate it, even though the severity of the justice “helps a lot.” It is more
plausible that the reviewer is downplaying the idea that the Chinese people are
less likely to commit crimes, but rather suggesting that if it were not for the
possibilities of extremely harsh punishment, the crime rate would be at best
equivalent to the USA.
The following writer states that travelers should recognize that there might be
different cultural standards:
•

“We read a recent US article that explained how some Americans frown
upon the social ettiquette of Chinese visitors to the US. I have to admit
that sometimes it got tiresome, in Beijing, to get bumped by the Chinese
and their bags but we came to the realization that the customs and
practices are different from US standards. Can't expect another country to
be like our own, can we? It's all part of the experience of visiting another
country, so we enjoyed experiencing things as they are in Beijing.” (USA)

259

The above makes a clear in-group/out-division between herself and Americans
who complain about the manners of visiting Chinese tourists. However,
immediately following this statement of tolerance, a rather negative opinion about
the Chinese culture in relation to the American standards is made clear below.
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Although the expression of broadmindedness above may have been intended as
a softener for the next statement, it appears rather inconsistent:
•

“Bathrooms were a consistent problem as, again, they weren't up to US
standards. Honestly, I as a woman, could not force myself to use them:
flat on the floor, smelly, and no toilet paper/soap. Bring tissues and hand
sanitizer gel for emergencies, otherwise just use the restroom back at the
hotel.” (USA) 260

Once again, Beijing is portrayed as “third-world” and of lower social and cultural
status. This attitude is reflected repeatedly in the reviews, as seen in the excerpts
that follow:
•

•

“Beijing itself is not a very friendly place.The Chinese think nothing of
pushing and shoving you and often are rude to foreigners.The city itself
seems to be suffering rather than benefiting from rapid growth.Terrible
traffic and pollution coupled with a lack of cleanliness.We visited the
national museum today in tiannemen square and it was run down with
very liitle in it.” (USA) 261
“Beijing is going gangbusters at the moment with the Olympics around the
corner and an economic expansion that will almost certainly propel China
to become THE world economic power. It ain't all great of course...poverty
still is widespread and to be poor in Beijing in the middle of winter whilst
surrounded by examples of new found wealth must be real tough… I dont
think we are alone in wishing that something could be done to curb the
spitting by men in the streets...I know it's their culture, and so much of
their culture is being overtaken by western icons and traditions but...it can't
be good for public health. Watch out for the 'art students' who will try to
flog you rubbish prints for 50 times what they are worth.” (Australia) 262

The writers of the above reviews are direct with their criticism of the differences
between their own cultures and that of the Chinese. The behavior of the Chinese
260
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described is framed in terms of western values, as demonstrated by the first
review that concludes that because “The Chinese think nothing of pushing and
shoving you,” the locals are not friendly rather than displaying a recognition that
the Chinese queuing behavior may have nothing to do with friendliness or
Western ideas of politeness.
No mitigations are offered, other than the weak apology followed by a strong
“but” in the second review reflected by the statement, “I know it's their culture,
and so much of their culture is being overtaken by western icons and traditions
but …” The writer expresses guilt about complaining about the Chinese culture,
and for the effect that Western ideas are having on the local society.
The following writer claims that he or she attempts to “fit in” to the visited
locations by emulating the actions of the local residents:
•

“There is a saying: "When in ______ , do as the _______ do." This would
apply to China and probably other places in the world. In China, like the
natives, hold your place in lines and negotiate the lowest prices. Overall,
we really enjoyed the experience (once we understood the rules) and will
be going back.” (USA)263

The above excerpt characterizes the reviewer’s main cultural differences with the
Chinese people as holding places in line and negotiating the lowest prices. This
shallow and simplistic viewpoint includes no indication that the tourist desired to
pass as a local, or obtain a greater cultural understanding of what it means to be
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a local resident of Beijing, just that the superficial behavior of queuing and
bargaining is expected.
Phuket
As also shown in the “Local Language” chapter, the stereotype of the Thai
people as friendly and smiley is often reflected in the reviews. Even in the
general descriptions of Thailand on tourist websites, these characteristics are
highlighted:

•

•

“Known as the land of 1000 smiles, the Thai people are some of the
friendliest in the world. At times, a simple smile is all it takes to break
down a language barrier.” 264
“The staff were all super nice though, I do have to give them kudos for the
service. Everyone was very welcoming and always smiling.” (Thailand) 265

The following excerpt includes a description of the local Thai people that is quite
common in the reviews, and creates clear boundaries between the identities of
the writer and the local hotel staff:
•

264

“The first is the staff. The Thai people, on the whole, are a fantastic race.
They smile more, and have bigger smiles, than any other people I have
ever encountered. It is worth taking the time to speak to the staff here,
many of whom are quite young, as they really want to improve their
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English. By the end of the holiday, we felt like some of them had become
good friends!!” (UK) 266
Although the above comment appears to attempt to praise the Thais as a
“fantastic race,” its generalizations (“They smile more, and have bigger
smiles…”) assume that the observed staff interactions with the tourists are
reflective of the society as a whole and is therefore a stereotypical portrayal. The
implied power relationship is clearly in favor of the tourist. First, the staff is
described as “young,” placing them in a lower status position. In addition, the
statement that they wanted “to improve their English” suggests that the Thai staff
is indicating an intention to converge with the writer’s language, again implying
that the English speakers had more status. Also, the writer’s statement that by
the time they left Thailand, “we felt like some of them had become good friends!!”
makes many assumptions about how the Thais feel and what interaction with the
tourists mean to them. This is also a statement indicating that the writer claims
higher status and power, as it is assumed that the local people would desire both
their language and their friendship.
There are several comments in the Phuket hotel reviews about the writers’
perceived need to be forceful or demanding with the hotel staff. In these cases,
the strong implication is that without being verbally confrontational, the tourists
are unable to obtain what is rightfully theirs. In these that follow, the writers are
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assuming that they have, or should have, greater power than their interlocutors –
the hotel staff. These excerpts suggest a belief that the failure to obtain what the
reviewers are requesting is due to a failure on the part of the locals to recognize
this rightful power differential and submit to it. The reviewers expect more than
just proficiency in English; they assume that the cultural rules of interaction and
communicative competence must be consistent with their native culture.
Quotes that address the need to assert one’s power are more common in Phuket
than in other locations. This is consistent with the frequent portrayal of the Thai
people as childlike as demonstrated above. The writers describe themselves as
being in an adult role of disciplining the hotel employees, and the dynamics of the
described conflicts indicates that the reviewers believe that they are being
inappropriately denied their requests.
•

•

•

267

“We were not able to obtain frozen drinks without engaging in conflicts
with the bar staff. … After being very confrontational and speaking to a
supervisor on day two we were served poolside on glassware, go figure?
… Again I had to be confrontational with the circus school supervisor so
my daughter could participate in circus school. … My attempts to share
my feedback with the General Manager was met with a point by point
rebuttal of my concerns and criticisms. …Disliked: Horrible customer
service, having to be confrontational to obtain basic needs”(USA) 267
“The bad: The staff do need a kick up the backside sometimes and service
could be better / quicker….Disliked: The staff do need a kick up the bum
sometimes.” (UK) 268
“It is very difficult to find an employee that can speak English–which would
probably explain why there was never an order taken down correctly…
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Our first night we decided to order a small meal at the café, the
waitresses’s were way too busy chatting amongst themselves. We ended
up cutting their conversation short to get some service!” (USA) 269
In all three of the above quotes, the writers indicate that they are forced into
behavior that may have been considered rude by the actions of the local hotel
staff. The first excerpt clearly states that some of the things that the writer feels
should have been given by right (getting frozen drinks and daughter’s
participation in circus school) are only obtained after being forced into
confrontational behavior [“having to be confrontational to obtain basic needs.”]
The second quote also reflects this attitude, with the position that “The staff do
need a kick up the bum sometimes” implying that not only are the employees
lazy, slow and somewhat incompetent, but that it is the writer’s rightful role to
correct this behavior. There is a similar sentiment in the third quote, with the
reviewer also feeling that a managerial/supervisory attitude is consistent with the
performance appraisal, [“the waitresses’s were way too busy chatting amongst
themselves”] and subsequent disciplining [“We ended up cutting their
conversation short”] of the waitresses.
The next two quotes display comparable attitudes, with the added implication that
the need for discipline and confrontation is a result of lack of English proficiency:
•

269

“Going through the reservation was a real nightmare, the staff practically
didn't speak a word of english and would not satisfy any of my demands
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•

(like actually booking the 4 rooms and sending me a confirmation
eventhough they still had rooms avalable!) or beeing able to give me
details for renting a car”. (France) 270
“English is poorly spoken for such a resort which often leads to problems.
Ordered food and drinks by the pool one day. Thirty minutes later, the
order hadnt arrived, so wife enquired as to where it was. The usual
confused look on the waiters face appeared, followed by the ususal "dont
speak english/french/german anything" monotonal grunts. Speak to head
waiter; no order has been placed, you must be mistaken. I'm sorry kitchen
is closed now. No I'm sorry, this is not good enough with three hungry kids
in tow... Made a bigger scene with the waiter and got the order delivered
within ten minutes. Not a nice experience.” (Australia) 271

The tourists unashamedly described their own behavior as rude, but feel
completely justified in their actions due to the failure of the local hotel staff to give
them the service that they feel is owed to them.
The following writer strongly reacts to attitudes such as those demonstrated
above, and defends the Thai people as being unfailingly friendly and smiling
except when subjected to mistreatment from tourists:

•

270

“The staff were always helpful and couldn't do enough. The Thai people
are very friendly anyway and I found them always smiling and quiet
natured. If they were at all rude then they were probably giving back
someones own medicine. Treat people how you want to be treated right?
They work in the hotel and are not your slaves! They do have poor english
language but some are better than others. I always got what I needed and
survived and I don't expect people to speak welsh when they come to
Wales! (Wales) 272

Retrieved July 6, 2007, from http://www.tripadvisor.com/ShowUserReviews-g293920-d301974-r6576789Evason_Phuket_Resort_and_Spa-Phuket.htm
271
Retrieved May 13, 2007, from http://www.tripadvisor.com/ShowUserReviews-g293920-d309081r6709593-Moevenpick_Resort_and_Spa_Karon_Beach_Phuket-Phuket.html July 6, 2007
272
Retrieved July 8, 2007, from http://www.tripadvisor.com/ShowUserReviews-g293920-d623090-r6851771Sugar_Palm_Resort_Spa-Phuket.html

229

The exclamatory statement, “They work in the hotel and are not your slaves!”
indicates that the reviewer either presumes or has witnessed abuse of the local
staff by other tourists. In this review, the writer’s conviction in the stereotype
precludes the acceptance of the possibility that any Thai person can be rude
without provocation. Although these reviews generally stand alone, and are not
part of a conversation among interlocutors, they do sometimes refer to other
postings or include comments that presume an attitude or project a response on
the part of the reader(s). The writer of the above creates an imaginary adversary
that would potentially disagree with the main supposition of Thais being friendly,
smiling and helpful – giving directives about proper behavior.
However, it is interesting that this reviewer has a quite different attitude about the
power relationships between the local Thai hotel staff and the tourists than most
other writers. In the posting, the reviewer self-identifies as being from Wales, and
emphasizes this nationality by the statement, “I always got what I needed and
survived and I don't expect people to speak welsh when they come to Wales!”
This declaration is somewhat confusing as expecting tourists to speak the local
language in Wales is not analogous to expecting the local hotel staff to speak the
visitors’ language in Thailand. However, the emphasis on being Welsh could
mean that the writer identifies more with the local Thais as the writer is a member
of a culture with a history of subordination.
The same review continues:
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•

“…I also found the taxi drivers helpful. We were driven to Phuket Town in
a good taxi with air-con. We then arranged a time and meeting point and
he came back for us. I didn't feel threatened by anyone there and never
once felt I needed to bolt the door shut.” (UK) 273

Similarly to the first part of the review, the writer is blurring the boundaries
between his or her identity as a tourist and the local residents, stating that there
was no feeling of danger. The unstated assumption that the reader might be
concerned about safety is the basis of the above construction of a clear ingroup/out-group boundary – the “others” are, by definition, scary and threatening
people. Although no instances of frightening behavior are cited, the writer is
trying to ease the anticipated fears of readers who might expect that the Thais
(taxi drivers and others), being foreign, are therefore a threat to tourist safety.
This is confusingly different from the usual “smiley/happy” portrayal, but may
have more to do with the perception about taxicab drivers in general, particularly
the urban myths of the dangers inherent in taking cabs in foreign locations.
Hong Kong
The Hong Kong reviews do not include any comments about the local people or
customs, and instead focus on details about hotel amenities and things to see.
This could result from a lack of perceived common identity or stereotypes about
the Hong Kong residents, or tourists’ focusing on the resources available in this
immense city rather than the local cultural differences. It may also be possible
273
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that the long relationship between Hong Kong and the British has left the
impression that the city is still western enough to be familiar and English
ubiquitous enough that it was not a “foreign” locale. In addition, the perception of
Hong Kong as a business capital may result in an impression of the city as
cosmopolitan and preclude any real connection to Chinese culture.
Madrid
In the Madrid reviews, there is only one specific reference to group membership:
•

“We did our best to try and engage waiters, service people or shop owners
into conversation and struck out except at the hotel. People in Madrid
obviously do not care for Americans very much. I can speak enough
Spanish to order a meal or handle simple transactions so it wasn’t as if we
were being ugly Americans in Europe. My wife’s 60th birthday low point
was actually being spit on by a bum in the Metro after being called an
American -----. True, the guy was a nut case but the sentiment was
obvious. Maybe people in Madrid don’t like anyone. And, just so you know
where we are coming from, we find the people in France, even in Paris, to
be pleasant if not gracious…. The trip was great and I would recommend it
highly – but I would pass on the lunch. The restaurant was indoors and
crammed with tourists eating roasted pigs…. All in all I have conflicting
feelings about Madrid. I liked the city’s vibrancy, its somewhat
schizophrenic architecture and its climate in June. But the people left us
cold – so much so that I probably wouldn’t return. That’s too bad because
if I did, I would stay again at the Senator Gran Via.” (USA) 274

The writer of the above review attempts to interact with local Madrid residents
and is rebuffed, attributing this response to his identity as an American.
Interestingly, the reviewer does not challenge the perception that some travelers
with the same nationality (“ugly Americans in Europe”) might deserve to be
274
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treated rudely, but separates himself and his wife from this identity through their
use of the local language. The comment about finding the people “even in Paris”
to be pleasant is a reference to the stereotype of Parisians as rude. It implies that
if the writer and his wife can consider even the locals of Paris to be nice, they are
not especially picky – giving further credibility to the claim that their mistreatment
was not based on any fault of theirs.
Chapter Conclusion – In-group and Out-group membership
The comments included in the websites about in-group and out-group
membership clearly show differing views towards relative status of tourists and
locals in the different locations. The descriptions of the Parisians consistently
portray them as having high social and cultural capital. Tourists often want to
emulate their actions, and be taken as one of the locals.
Not only is this desire to be taken as a local resident absent in Punta Cana, the
presence of other, non-local Spanish-speakers is marked and resented. They are
accused of being rude and sometime indulging in immoral – or at least
inappropriate – behavior. Other non-English speaking guests – such as the
French at Club Med – are also deemed to be a problem, but the hotel is criticized
more for the failure to cater to English-speakers than for any problem with the
French tourists themselves.
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The local residents of Punta Cana are also overtly characterized as having
significantly lower socio-economic and cultural status as the tourists describe
how they are happy to assist the workers by giving them a few extra dollars to
make their lives easier. These tips are not characterized as a reward for a job
well done, but as an attempt at compensation for the status differential and are
reflective of the tourists’ patronizing attitude. The descriptions of the hotel staff
and other locals as happy, dancing poor people contain very disturbing elements
of African-American stereotypes.
The Beijing reviews also characterize local residents as of a lower social status,
and somewhat backward and unsophisticated. There are no indications that the
tourists had any desire to truly behave as a local; the suggestions on how to “fit
in” are phrased in a tone of self-preservation rather than cultural assimilation
The general portrayal of the local residents in Phuket is patronizing. The Thai
people are described as childlike and simple, and sometimes requiring stern
discipline to make them provide adequate service. The perception of the local
hotel staff as both happy and childlike – and like a child, in need of discipline by
the higher status traveler – is a consistent portrayal of the stereotype and reflects
the lower cultural and social capital of the locals at this tourist destination.
The description of the identity of the locals, primarily employees of the hospitality
industry, is reflective of the writer’s worldview. The interactions between tourists
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and locals are usually of extremely brief duration. Therefore, the existing
stereotypes of the local residents and the location itself become even more
important factors in defining identity. Many of these comments are consistent
with the levels of cultural, social and linguistic capital of the visited location
portrayed in the “Local Languages” chapter. The relative power and status of the
interlocutors, as described by the writer/addresser, are important to the
determination of language expectations and the success of any speech act. In
the cases in which the writer excuses some remarkable local behavior on the
grounds that “it’s their culture,” there is still an almost uniformly negative
characterization of the local and an unstated implication of the superiority of the
tourists’ society.
The four preceding data analysis chapters show some clear themes relating to
language expectations and cultural capital. The next chapter will focus on some
of these common issues, and analyze what the data reveals about the original
research questions.
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8. CONCLUSION
The main questions explored in this study focus on the subtleties of English
expectations among tourists. Excerpts addressing language issues, written by
independent travelers and taken from reviews of hotels and other tourist
locations, show that there are variations in attitudes towards English and the
local language(s) in different places that tourists visit. Despite the “common
wisdom” that English is the lingua franca of tourism, as well as the international
language of business and media, this research finds that travelers’ comments
demonstrate significant differences in the details of language expectations –
including who is expected to speak English and under what circumstances, with
variances in both the depth and breadth of international English expectations.
As outlined in the introduction to this study, the original research questions
included:
1. What variations are there in attitudes towards the local language(s) in
different places that tourists visit? What factors may influence travelers’
opinions on this issue?
2. What factors influence levels of English proficiency expected by tourists in
different international locations? How do these relate to the perceptions of
power, status and identity?
3. How widespread is the expectation of English as a lingua franca? Are the
expectations of English availability the same everywhere?
Analysis of the data clearly indicates that there are geographically based
differences in attitudes about both English and the local language(s). These
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opinions were primarily influenced by the cultural capital of the destination and its
inhabitants – the relative power and status. Although the issue of English
availability was raised internationally, the way in which it was dealt with varied
widely.
Based on the preceding findings, the answers to these questions overlap
significantly. There are several common themes that run through the data,
predominantly associated with cultural capital, power and racism. Comments
about the local residents of predominately white, European cities such as Paris
and Madrid show many fewer negative images than the racial stereotypes
portrayed in Punta Cana (happy, dancing, grateful poor people), Phuket (smiling,
childlike, and not especially bright) and Beijing (“exotic”, shoving, spitting and
rude.)
Following are descriptions of these major areas:
Cultural Capital
While the concept of cultural capital has proven useful in many areas of study, so
far it has not been used to address tourist language issues, though it has been
useful in evaluating such tourism related issues as the eliteness of frequent flyer
programs (Thurlow and Jaworski, 2006). This study finds that the discrepancies
in the amount of English expected – and the tourists’ expectations, attitudes and
actions towards the local languages – show the importance of the differences in
power and cultural status.
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As outlined in the theoretical framework chapter, Accommodation Theory
explains style choices, including selection of language used, as being primarily
governed by the characteristics of the recipient. The desire of the speaker for
approval of the hearer is one of the main reasons why convergence is attempted.
This speaker aspiration will be primarily motivated by relative status. If the
speaker believes that he or she is of higher status than the recipient,
convergence attempts – as measured by matching the listener’s language –
would be less likely. Cultural capital is one measure of this relative status, and
the data shows that it is critical to language selection decisions. There are
several indications of the relevance of cultural capital in the data, and this theme
is evident in findings from all of the preceding data analysis chapters.
For example, in the Local Languages chapter it appears in the advice given
about when and how to use the local language and what sort of response is
expected from the residents. Comments about the use of French in Paris are
intended to portray politeness in the hope of being treated with more courtesy by
the Parisians. This indicates that the Parisians have higher cultural capital than
the tourists, and must be accommodated to. Tourists, such as those visiting
Paris, who perceived themselves as having lower cultural capital than the locals
in the host country, had much higher self-expectations of their responsibility for
accommodation. There is less expectation that the locals will speak English, less
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anger/disappointment when they do not, and more motivation to learn at least
some of the local language.
For example, tourists’ comments suggesting that visitors learn at least a
minimum amount of French before visiting Paris reflect the high cultural status of
the city and its residents, and indicate that the writers feel somewhat inferior to,
and less powerful than, the local residents. Acquisition of the French language is
considered desirable, particularly as a sort of tribute to the local residents with
the goal of earning their respect and tolerance. The absolute lack of complaints
about communication difficulties in the data analyzed suggests very low
expectations of English proficiency. This study concludes that this is connected
to the relative social and cultural status of the tourist versus the locals.
In contrast, travelers such as those visiting Punta Cana, who believe that they
have higher status than the local residents, expect widespread English
availability. In those cases, attempts at using the local language are portrayed
with a noblesse oblige attitude, or with a clear intention of gaining a material
advantage.
In locations with lower status, some of the tourists’ cultural capital was based
upon the English language itself. The availability of English was viewed as a sign
of quality and luxury, with definite expectations that the higher class hotels would
offer a high level of proficiency in the language. In several cases, the lack of
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English proficiency among hotel workers was equated with a lack of intelligence
or as a sign of laziness.
The in-group/out-group chapter includes reviews that refer to the desire of the
writer to be more like the residents of the location visited. It may reasonably be
expected that the stated desire to emulate residents, or especially to have
oneself mistaken for that of a local, is a sign that the tourist is of the opinion that
the mimicked local has higher cultural capital.
This view is often present in the quotes from tourists visiting Paris – including the
advice about wearing fashionable leather shoes and dark denim jeans cited in
the in-group, out-group chapter. Even when the reviewer described some
experiences as not being totally positive (e.g. the stinky cheese in Paris), the
attempts at behaving as a local are still related as worthwhile. The importance to
tourists of trying to “pass” as Parisian is so strong that it was even recognized by
the Paris Tourist Bureau, which based an entire ad campaign on teaching visitors
how to make typical gestures so they could “blend into the crowd.”
The above attitude regarding the cultural capital of local residents contrasts
sharply with the comments included in reviews from Punta Cana, Phuket and
Beijing. Excerpts discussing the local residents of those areas show that the
reviewers clearly did not want to be taken for locals, or to emulate their behavior.
With a heavy reliance on stereotypes, writers described the conduct of residents

240

as crude and immoral (e.g. the “topless bather alert” from a Punta Cana resort),
as impoverished/third world/lower class (e.g. Beijing hotel standards and
bathrooms), and as immature and lazy, needing a firm hand from the traveler to
ensure that the proper things were done (e.g. confrontations with Thai hotel
workers.)
Data from the Environmental Bubble chapter show that the issue of cultural
capital is critical to many tourists’ willingness to be exposed to the local way of
life, with this attitude following the same principles as the willingness to use the
local language. In locations with higher cultural capital, tourists indicate less
inclination to eat at Western chain restaurants and have a more open attitude
towards trying the local cuisine.
Willingness to accommodate is primarily related to comparative standing of
cultures rather than the status of the language itself, although different languages
had different statuses. For example, although Madrid and Punta Cana share a
local language, the comments about the former do not include as high a level of
English expectation as was evident in the latter, reflecting the Spanish city’s
status as a European cultural center with a high level of social capital. However,
the expectation of English is Madrid is higher than in Paris, probably reflecting
the relatively lower status of Spanish. Even in a city with high cultural capital
such as Madrid, there are stronger expectations of English proficiency on the part
of the local population.

241

Many of the comments about Beijing, Phuket, and Punta Cana are based on the
attitude of the reviewers that these locations are “third world,” with less cultural
capital and therefore deserving less respect. The patronizing attitude of the
tourists towards the locals shows the assumption of the travelers’ greater status
and power. This was not as evident in Hong Kong, considered a capital of
business and money and – as a former British colony – perhaps not as foreign as
the other Asian locations.
However, although Beijing, Phuket and Punta Cana are all considered by many
of the reviewers as “third world” and somewhat backward, the stereotypes relied
upon by the tourists in these different locations were quite dissimilar and were
reflected in different language expectations. There are several differences in the
perceptions of these locations that might be relevant. Although all of these cities
are tourist destinations, Beijing has a much broader economic base than Phuket
or Punta Cana, so it does not rely on visitors for its existence. While Phuket and
Beijing are both Asian locations that have social and cultural attractions outside
of tourist “bubbles,” Punta Cana was created by American investors as a tourist
destination, and the parts seen by visitors comprise resorts. The all-inclusive
nature of these hotel complexes serves as an “environmental bubble” and
precludes much interaction with local residents other than as service personnel.
It is difficult to determine the effect that these differences have on language
expectations given the limitations of the data analyzed. However, it is clear that
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the expectations of English proficiency in Punta Cana resorts are much stronger
and more all-encompassing than those that exist in the other two locations. The
shelter from the outside world created by the resort environment likely has a
major influence on English expectations as well as familiarity in food,
entertainment and cultural norms.
The different roles stereotyping plays in the tourists’ opinions are vital to the
analysis of the cited comments. The tourists’ attitude towards Paris is based on
such stereotypes as wearing high fashion and eating “stinky” cheese. The
stereotypes of the local residents of Phuket as smiley and childlike are correlated
with a patronizing expectation of compliance with travelers’ wishes, and
annoyance at the failure of hotel staff to “obey” – including accommodation as
signified by speaking English. The concept of the Beijing resident as somewhat
backward (spitting, pushing/shoving) also affects perceptions of relative power
and language expectations. Regardless of the actual stereotypes that are used to
formulate the tourists’ expectations, all of them create a vision of the local
resident as “other,” and affect the level of convergence sought.
Language Policy Implications
Tourist expectations regarding language have potentially immense social
consequences for the host community. The hospitality industry that has grown to
serve the visitors must address these language needs, and the effect could

243

extend to the local educational system charged with the responsibility for
preparing students who wish to become effective communicators in English in
order to obtain tourism-related jobs.
Primarily, this study’s findings about the inequality of language expectations in
international locations have wide-ranging implications for teaching English to
tourism industry employees. The levels of English proficiency expected and
taught need to be reasonable, with the establishment of a fair balance of
responsibility between the local residents and tourists. Some of the tourist
expectations of English proficiency levels of fairly low level hotel workers in some
locations can only be characterized as absurd. It is unreasonable to expect the
hospitality industry to meet these expectations. In addition, it is very difficult
pedagogically to teach workers to respond to tangential requests in English.
Typical EFL classes, as well as English for Special Purposes (e.g. Tourism)
instruction, cannot reasonably aspire to making a wide range of employees
capable of dealing with anything far outside of the ordinary. A better approach
would be to educate the tourists as to the level of English that might be
reasonably expected in a particular location or business, and encourage them to
take responsibility and proactively deal with their own communication problems.
Advice given on the Internet travel sites, both official and unofficial, could be a
first step to educating travelers about this issue.
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The teaching of English as a lingua franca for the tourism industry includes
complex issues of communicative competence. The English-speaking clientele
come from a wide range of countries and cultures, and have quite varied
expectations, severely complicating the establishment of guidelines for
appropriate language use. It is quite difficult to teach students how to understand,
interpret and respond to these differences in a classroom setting. For example,
the Jones (2005) textbook Welcome Teacher's Book: English for the Travel and
Tourism Industry suggests role play exercises, stating:
…students can actually learn quite a lot from playing the guest’s role. It
gives them insights into how members of staff ought to behave and speak,
and enables them to give useful feedback afterwards to the ‘member of
staff’ about the way he or she has dealt with them.
Having students comment on the correctness of the behavior of their classmates
will not reflect the many different attitudes towards cultural appropriateness that
an international clientele will bring. Advice such as that above does not show
recognition of the complexities of learning English to cope in these situations.
Of course, the hospitality industry must meet the needs of its customers.
However, if these needs are unreasonable or impossible to satisfy, continuing to
offer the expectation of a high level of English proficiency will only exasperate all
of those who are called upon to communicate. It is not rational to expect that
tourists will have an understanding of the second language acquisition process,
or how cultural factors may affect communication. Tourists may neither want nor
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need information about the issues of communicative competence or explanations
of the sources of their frustrations. The main issue is the provision of service, and
relying upon increased levels of English teaching cannot satisfy all travelers’
needs. In addition, it is unreasonable to expect all employees to become
proficient in English. There should be a difference between the language learning
needs of young people planning a career in tourism and hotel cleaning staff with
limited advancement goals. It is not reasonable to require English competency in
jobs that generally can be satisfactorily performed with knowledge of the local
language.
A much more efficient approach would be to offer alternative solutions to
communication problems. Tourist language expectations are driven by what they
anticipate finding in each location. The complaints about communication issues
in Madrid, for example, were softened by the general understanding of the
tourists that the locals in that city do not have a high level of English language
proficiency. Accurately portraying the skills available in different locations would
help prevent frustrations and anger.
Rather than relying upon security staff, for example, to achieve a high enough
level of English knowledge sufficient to deal with all problems that might arise,
alternative solutions for communication difficulties could be established up front.
For example, instructions could be given about how to – or whether it is possible
to – arrange for compliance with dietary restrictions or allergies. Tourists can be
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given the advice that language comprehension of staff members is not assisted
by an increase in forcefulness or confrontation. Guests could receive a contact
number for one highly English proficient employee as a general language
ombudsman. Bilingual flashcards using international symbols of common tourist
needs could be produced to aid with communication to hospitality industry
employees.
Some of the attitudes about learning the local languages do indicate that the
tourists are, within limits, willing to make some level of accommodation in the
expectation of receiving benefits as a result. Changing the language expectations
to meet what is possible in language teaching can be the first step. As the
Internet has become a major source of information for travelers, and many of the
language expectations are created by the facts found there, a more reasonable
portrayal of English availability should be included on tourism and hotel sites.
English as Linguistic Capital/Economic Implications
Part of the power and status that tourists have is based on knowledge of English,
which can be described in terms of linguistic capital. Some of the manifestations
of the worth of the language are seen in the frequency with which it is juxtaposed
with tips or gratuities. This relationship is also evident in the comments dealing
with the connections between English and the luxuriousness or rating of the
hotel. The connection between English proficiency and having linguistic capital is
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not a one-to-one correlation, but rather a negotiated, co-constructed "contract"
between tourists and the local hospitality industry. The terms are then evaluated
in reviews as having been met or not, therefore resulting in a bargaining
exchange.
Globalization
The growing worldwide significance of the English language gives it an important
role in the identity and status of the native speaker. The language expectations
that tourists hold are affected by the position of English as a lingua franca, and
the spread of the language as part of globalization. This study raises some
questions about the actual level of the globalization of English, as it shows that
the expectation of finding English internationally is not evenly distributed and is
influenced by a number of factors. However, it is clear that proficiency in the
language does convey a certain level of status to native-English speaking tourists
and to the local hospitality staff that have English skills. In locations with less
cultural capital than the tourists’ native countries, the status of the English
language often outweighs the authority of the local resident who has a much
better knowledge of the visited location; in such cases, knowledge does not
equal power.
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Next Steps
Future studies on this issue could address the roles of various aspects of identity
on attitudes towards language expectations. The website data analyzed for this
study has large gaps in the amount of reviewer identifying information, which
makes it impossible to determine whether attitudes vary by such characteristics
as nationality, native language or preferences as to type of travel (e.g. allinclusive resorts, local tours). More complete information on tourist identity would
enable correlation of language expectations with status and group membership.
Supplementing the website data analyzed in this study with tourist questionnaires
about English expectations, obtaining identifying data such as nationality and
language(s) spoken, would permit analysis of whether these factors influence
language expectations.
In addition, the preceding analysis of hotel reviews could not address the issue of
whether there are fundamental differences in tourist types based on locations
visited – whether the sort of people who would spend their vacations in Paris or
Madrid are different than those who go to an all-inclusive resort in Punta Cana –
and how this might affect the attitudes towards languages. Interviewing tourists
about their attitudes about travel, and what is important to them when choosing a
destination, could offer insights into the effect of type of journey on language
expectations .
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It would also be extremely interesting to evaluate the local residents’ attitudes
towards the use of English versus their local language. Although the tourists
project certain responses on the part of their interlocutors when phrases in the
local language are used, this is a very one-sided view as the addressees do not
post their reactions to situations described in the website reviews. Interviewing
local residents about their reactions to various types of language accommodation
attempts by tourists could determine the truth in the popular view that local
residents are overcome with gratitude when any use of the local language
occurs.
The creation of language expectations would also be an interesting topic to
explore, and an analysis of official tourism website descriptions of English
availability might provide additional information about the source. For example,
the official website of the Dominican Republic Ministry of Tourism focuses on
English and describes it as widely available, stating “Even communication is
trouble-free because although Spanish is the official language, most employees
in hotels and tourist spots speak English.”275 In contrast, the official tourism
website of Paris states, “In busy tourist areas and in the top restaurants, waiting
staff will speak one foreign language or more. English is the most common, but
you’ll come across German, Spanish and Italian too. Menus are translated into
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Retrieved April 19, 2008, from
http://www.godominicanrepublic.com/main.asp?xmlpath=/DominicanRepublic/BeforeYouGo/before_en.xml
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English and other languages if the area is visited by tourists.”276 The Phuket
tourism site also lists English as just one of the available languages, stating
“Most of the local people you will deal with as a tourist speak English, although
many people in tourism also speak French, German, Italian, Japanese and
Chinese.” 277 The quote from the Dominican Republic site places a lot of
emphasis on the general availability of English, while the Paris and Phuket sites,
although listing it first, clearly characterize it as just one of the foreign languages
available. Of course, this limited sample of website quotes on language
availability was downloaded from English language sites, so it is possible that
tourist sites in other languages treat the subject differently. As there are tourist
advice websites available in other languages (e.g. in French:
http://www.tripadvisor.fr/ , Spanish: http://www.tripadvisor.es/, and German:
http://www.tripadvisor.de/), the analysis of language comments – especially as
regarding English expectations in reviews posted in other languages – would be
essential to verify the findings noted in this analysis.
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Retrieved April 19, 2008, from http://en.parisinfo.com/paris-restaurants/-where-for-drinks-where-to-eat/good-to-know-6/3960-do-you-speak-english-1
277
Retrieved April 19, 2008, from http://www.phuket.com/island/travel.htm
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APPENDIX A – BEIJING DATA SAMPLES

1

Location
UK

Date
3/20/06

2
3
4
5

USA
USA
USA
UK

6

Australia

8/14/06

7
8
9
10

Germany
USA
USA
USA

9/24/06
5/2/05
5/1/05
12/8/04

11
12

USA
USA

13
14

1/25/06
5/7/07

15

China
USA
New
Zealand

16

Australia

3/1/07

17

UK

18

USA

19
20

Germany
USA

1/27/06
1/1/05

21
22
23

UK
USA
Australia

5/10/05
1/11/05
1/28/07

Hilton Beijing
China World Hotel
Crowne Plaza Hotel
Beijing
Beijing
Beijing

24

USA

3/30/05

Beijing Continental Grand

25

USA

1/11/06

Grand Hyatt Beijing

9/15/06
12/11/06
6/12/06
3/23/06

8/19/06
11/17/05

5/29/06

3/16/07
1/4/07

Hotel Reviewed
Hilton Beijing
Courtyard Beijing
The Peninsula Beijing
Best Western Beijing
Prime Hotel Beijing
Kempinski Hotel Beijing
Lufthansa Center
Kempinski Hotel Beijing
Lufthansa Center
The Peninsula Beijing
The Peninsula Beijing
The Peninsula Beijing
Beijing Lu Song Yuan
Hotel
Courtyard Beijing
KunTai Royal Hotel
Beijing
Prime Hotel Beijing
Beijing Dong Fang Hotel
Beijing Golden Palace
Silver Street
Grand Hotel Beijing
Beijing Lu Song Yuan
Hotel

Title of Review
Great hotel in Beijing
Courtyard Marriott Beijing and
Beijing Review
Sanctuary in Crazy Beijing
Best Western, Beijing
Prime hotel, beijing
Excellent Choice in Beijing
Good location for Beijing
An oasis in Beijing
Excellent hotel in Beijing
Great Choice for Beijing
old beijing revealed
Bland Introduction to Beijing
Good new adress in Beijing
A Good Choice in Beijing
Beijing Dongfang hotel was
reasonable
Beijing Golden Palace Silver
Street
Best possible location in
Beijing
Wonderful piece of old Beijing
Hilton Beijing, a friendly place
to stay
Beijing vacation
Ideal for first time in Beijing
And then I discovered Beijing
Get the best of Beijing
Adjacent to Beijing
International Convention
Center
A Sanctuary in the chaos of
Beijing
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26

USA

12/18/05

27

USA

6/28/06

28

Canada

1/20/06

29
30
31

USA
USA
Australia

10/11/05
11/16/05
11/4/07

32

USA
Papua New
Guinea.
??

Presidential Plaza Beijing
Crowne Plaza Hotel
Beijing
Beijing Lu Song Yuan
Hotel

12/1/07
8/2/07
11/18/07

38

USA
USA
Australia
The
Netherlands

39

USA

10/15/07

Grand Hyatt Beijing
Presidential Plaza Beijing
Ascott Beijing
InterContinental Financial
Street Beijing
Holiday Inn Downtown
Beijing
Hilton Beijing
Crowne Plaza Hotel
Beijing
Raffles Beijing Hotel
Beijing Sihe Hotel
Crowne Plaza Hotel
Beijing
Park Plaza Beijing
Wangfujing

40
41
42

USA
Australia
Canada

10/24/07
9/22/07
10/21/07

Swissotel Beijing
Sofitel Wanda Beijing
The Peninsula Beijing

43
44

??
USA

9/3/07
11/19/07

45

USA

11/25/07

46

Germany

5/28/07

47

USA

11/4/07

Beijing Jade Youth Hostel
Beijing
Holiday Inn Central Plaza
Beijing
Park Plaza Beijing
Wangfujing
Days Inn Forbidden City
Beijing

48

??

11/7/07

Sofitel Wanda Beijing

49
50

USA
Australia

6/25/07
7/3/07

Hilton Beijing
Gloria Plaza Hotel Beijing

33
34
35
36
37

8/20/07
7/10/07
10/13/07

7/14/07

I liked the Presidential Plaza in
Beijing
Great Stay at the Crowne
Plaza - Beijing
Great Decision for a stay in
Beijing
Made for a lovely beijing
vacation
Do not understand English
Excellent choice for Beijing
Excellent accomodations in
Beijing
Great Value in Beijing
Wonderful Hotel in Beijing
Great Choice in Beijing
Ruffles Beijing Hotel
A Beijing Highlight
Crowne Plaza Beijing is
superb
A Great Base in Beijing
Absolutely Loved the
Swissotel Beijing
A fantastic Sofitel in Beijing
Perhaps 5 stars for Beijing
Beijing Jade international
youth hostel
Travel in Beijing
Best Kept Secret in Beijing
excellent hotel in the heart of
Beijing
Comparing two Days Inn
Beijing
Nice hotel in Beijing. Great
Japanese restaurant.
Enjoyable Stay at the Hilton
Beijing
Must be better hotels in Beijing

1.
Traveler rating:
Beijing: Hilton Beijing: "Great hotel in Beijing"
Mrs Carr, Brighton Mar 20, 2006
Have stayed here a few times on business. The executive floor (with access to
lounge) is great value for money. The rooms are nice, clean and recently done
up. Much better than your average Hilton hotel!
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You always get a welcome drink, some fruit and chocolates on arrival. The buffet
restaurant at the hotel is not bad either.
The only minus side is that some staff don't speak much English. I normally also
use the hotel limo service, it's punctual and hassle-free but taxi is a much
cheaper option.
If I go back to Beijing, I'd definitely stay here again.
http://www.tripadvisor.com/ShowUserReviews-g294212-d305313-r4716613Hilton_Beijing-Beijing.html May 13, 2007
2.
Traveler rating:
Beijing: Courtyard Beijing: "Courtyard Marriott Beijing and Beijing Review"
travelcafe, San Francisco Bay Area Sep 15, 2006
First, I had bid for a 3 star (highest star level offered) in the Forbidden City
district, but did not get a winning bid. Then, I bid for a 4 star in the Chongwen
district of Beijing and got the Courtyard Marriott (at a reasonable price for a
decent hotel there). It was about 100 RMB by taxi from PEK. I talk about Beijing
taxis later. The lobby was nice, as most 3 and 4 star lobbies are, but our initial
room was smokey with shabby carpets and wallpaper. I went to front desk and
they gave me a much nicer upgraded room. The carpets here were not the
newest and had a few stains, but I walk around hotel rooms wearing flip flops
anyway. The hotel manager called us a couple of times to make sure we liked
the new room better, and this was appreciated. We decided after seeing some of
the other available hotels in this city, that actually we may have lucked out in
getting the Marriott. As I believe this is a third world country, it seems the
standards may be a little different than what we would expect in the US. I would
suggest always staying in a "4 star", at least, in Beijing, and assume that it will be
more like a 2 1/2 to 3 star by US standards.
The front desk staff was nice overall, but we found that there were a few that
understood and spoke English better than others on staff. The concierge desk
was efficient about writing down chinese translations, for destinations, on a card
for the taxi excursions we took (highly recommended and also circle the
destination on a map for the taxi driver).
The location was great! It was nice to go to the 5th floor of the adjoining New
World Mall and have a selection of little eateries to go to, also nice to walk to the
Pearl Market and to the Tiennamen Square area. We felt very safe walking and
often commented on how we feel a little safer than walking thru some large cities
of the US. I think that justice is very severe in China, so this probably helps alot.
We read a recent US article that explained how some Americans frown upon the
social ettiquette of Chinese visitors to the US. I have to admit that sometimes it
got tiresome, in Beijing, to get bumped by the Chinese and their bags but we
came to the realization that the customs and practices are different from US
standards. Can't expect another country to be like our own, can we? It's all part
of the experience of visiting another country, so we enjoyed experiencing things
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as they are in Beijing.
Bathrooms were a consistent problem as, again, they weren't up to US
standards. Honestly, I as a woman, could not force myself to use them: flat on
the floor, smelly, and no toilet paper/soap. Bring tissues and hand sanitizer gel
for emergencies, otherwise just use the restroom back at the hotel.
Taxis seem to often have their little "games". They will meet you outside the
markets, after you have shopped and have significant bags of purchases, and
quote "$80 RMB for Rush Hour". If you had taken a taxi to get there from the
Marriott, you may have paid 10 to 25 RMB. You ask them to use the taxi meter,
and they say it will cost more that way to get back to the hotel during rush hour.
So then you are stuck not knowing what to do, so you negotiate before getting
into the taxi, like we did. The next taxi will offer to take you back for $70 RMB, so
then we negotiated $30 RMB. Then, you get in a taxi to go from the hotel to the
airport. This driver says he will use the meter and shows you , only when asked,
that the meter is starting at $10 RMB. Then the whole way to the airport, he
somehow covers the meter so you cannot see it,and zeros it out at the airport
before you can see the final amount. This ride cost $130 RMB. I think it's best to
negotiate the total price before getting into the taxi and going to the airport. Let's
not forget, too, that the driver will add about 10 to the total for the road toll.
Games taxi drivers play! Oh, and how about when you show the driver the
chinese translation for your destination, he seems to understand where you want
to go, so you get in, and he drives around awhile before pulling over to ask to see
the location on your map (meter running the whole time). Good thing the
exchange rate makes the bill not too high.
There is a saying: "When in ______ , do as the _______ do." This would apply to
China and probably other places in the world. In China, like the natives, hold your
place in lines and negotiate the lowest prices.
Overall, we really enjoyed the experience (once we understood the rules) and will
be going back.
This TripAdvisor Member:
Liked: Location
Disliked: Not a US 4 star standard room
Tips/Secrets: See review
http://www.tripadvisor.com/ShowUserReviews-g294212-d523998-r5804292Courtyard_Beijing-Beijing.html May 13, 2007
3.
Traveler rating:
Beijing: The Peninsula Beijing: "Sanctuary in Crazy Beijing"
lysaf303, Littleton, CO Dec 11, 2006
This hotel is FABULOUS! Beijing is a very busy, crowded city and the Peninsula
was a wonderful retreat from the noise of the city. Every employee working there
is a true professional...from the doorman to the concierge, they are absolutely the
best! The concierge is extremely knowledgeable and speak the best english of
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anyone we encountererd in all of Beijing! The turn down service was a nice
touch...mood lighting, soft music and a fresh pair of slippers on a linen next to
your bed....Heaven! The Mercedes airport pick up service was much appreciated
after such a long flight! If you want a first class place to stay in Beijing...the
Peninsula is it!
This TripAdvisor Member:
Liked: the service
Disliked: nothing
Tips/Secrets: use the services the hotel provides.....it's the best!
http://www.tripadvisor.com/ShowUserReviews-g294212-d302020-r6364662The_Peninsula_Beijing-Beijing.html May 13, 2007
4.
Traveler rating:
Beijing: Best Western Beijing: "Best Western, Beijing"
TRVLR522, New York Jun 12, 2006
The hotel is rather new and well kept.
Other than a couple of front desk staff and the clerk in the gift shop, no one else
speaks English. We got the "...no idea what you're saying..." look at the
restaurant, the spa, from the bell hop, etc. The front deks staff does seem to do
the best they can to be helpful.
And to say that the beds are hard...that's an understatement.
http://www.tripadvisor.com/ShowUserReviews-g294212-d299530-r5333489Best_Western_Beijing-Beijing.html May 13, 2007
5.
Traveler rating:
Beijing: Prime Hotel Beijing: "Prime hotel, beijing"
sodemall, Cornwall, England Mar 23, 2006
Just returned from Prime Hotel, Beijing. We stayed on the executive floor, which
was well worth paying that bit extra. Room was spotless, but the hot breakfast
was always cold so we lived on bread, fruit etc. Hotel provided my wife with
birthday cake, which was a nice touch. Service was good. location excellent. The
only real problem we encountered was that the staff spoke very little english and
it could be very frustrating trying to explain, but got there with sign-language etc!
We would certainly stay there again.
http://www.tripadvisor.com/ShowUserReviews-g294212-d302931-r4726944Prime_Hotel_Beijing-Beijing.html May 13, 2007
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6.
Traveler rating:
Beijing: Kempinski Hotel Beijing Lufthansa Center: "Excellent Choice in
Beijing"
AussieDonna, Brisbane Aug 14, 2006
I cannot speak highly enough of the Kempinski Beijing Lufthansa hotel. Our visit
to Beijing was part business and part leisure, and the hotel handled both
requirements very well. The rooms are of a high standard as you would expect in
a 5 star hotel, but the true highlight is the service. English speaking staff were
extremely helpful, courteous and caring. The hotel tour desk also expertly
organised a tour of the Great Wall for us, plus gave us tips on how best to
negotiate some of the other Beijing sights on our own.
In the same complex is a department store, restaurants (all types of cuisines
catered for), business centre and downstairs is an excellent supermarket in
which western travellers can find their comfort foods from home. The breakfast
buffet each day is terrific, with both asian and western breakfast staples.
In a city with a culture so different from our own, the Kempinski Beijing Lufthansa
hotel made us feel completely welcome and at home.
This TripAdvisor Member:
Liked: Great service. Staff went the extra mile to make our stay easy &
comfortable.
Tips/Secrets: If you're staying a while & miss your comfort foods from home,
check out the supermarket downstairs
http://www.tripadvisor.com/ShowUserReviews-g294212-d302481-r5611955Kempinski_Hotel_Beijing_Lufthansa_Center-Beijing.html May 13, 2007
7.
Traveler rating:
Beijing: Kempinski Hotel Beijing Lufthansa Center: "Good location for
Beijing"
elwoodblues, Germany Sep 24, 2006
Very good hotel with a good location for shopping and dinning. The service is
excellent. German or English speaking staff, very friendly and courteous.
Excellent place in Beijing. Although the hotel is a little bit expensive for the room
rate and the bar, but the rooms are very very clean and very comfortable. Even
the smoking rooms. The bed is very clean and comfortable. The bar downstairs
in the Lobby is quite nice and a very good meeting place. The hotel staff and the
waitresses/waiters are also very nice and friendly. The check in is good and
easy. There are a lot of possibilities inside or directly around the hotel for
shopping and dinning. The shopping center is quite good. The Paulaner
restaurant is nice and comfortable, but expensive for chinese conditions. There
are a lot of Chinese restaurants and bars close by, which are cheaper and
reachable by approx. 10 minutes walkway. All in all a nice place to stay, with a
good comfortable service. Recommendable every time. Congratulations. Stay the
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way you are. Regards.
This TripAdvisor Member:
Liked: I liked everything, from hotel via service to treatment of staff.
Disliked: The price of the rooms, but I know, that excellent service got it's price.
Tips/Secrets: Good recommendation for Trips to Beijing. Excellent location. Nice
place to stay in Beijing.
http://www.tripadvisor.com/ShowUserReviews-g294212-d302481-r5831505Kempinski_Hotel_Beijing_Lufthansa_Center-Beijing.html May 13, 2007
8.
Traveler rating:
Beijing: The Peninsula Beijing: "An oasis in Beijing"
Kismet007, Boston, MA May 2, 2005
As others have noted, the Peniunsula Palace is an oasis within the noise, chaos,
and dirt of Beijing. Renovated just a few years ago, rooms are decorated in an
Asian-Western fusion style with silk bed accessories and hi-tech plasma TVs.
Bathrooms are compact but practical with soaking tubs and granite and marble
features--plus the amusing bathroom TV. Staff at the hotel are outstanding and
consistently helpful and attentive. We especially enjoyed the beatiful fitness and
spa facilities, including a wonderful indoor pool area and the thoughtul items
tucked into each locker: robe, plush towel, flip-flops, and even a drawdstring
plastic bag with which to transport wet bathing suits.
The breakfast buffet, included with most room rates, is heavenly--a perfect mix of
dim sum, Japanese, and the usual western standards. Of all the hotels I have
stayed in in China, the Peninsula has by far the best breakfast. Service at
breakfast can be slow, however; tea and coffee cups routinely run dry, and the
pancake and waffle maker seems to take a lot of breaks. For other meals, the
restaurant Jing is relatively unremarkable except for its great decor, which you
can enjoy at breafast anyway. Our dinner there was solid, but hardly inspired,
from a culinary perspective and frustrating from a service perspective (we
couldn't find a member of the wait staff who spoke enough English to
communicate my allergy to milk products, and I ended up with a dinner soaked in
butter tnat had to be sent back). Huang Ting, the hotel's other major restaurant,
is much better with an antique Chinese decor, highly attentive service, and great
Chinese food.
Overall, this is a great hotel. Other perks include the easy walking distance to
Beijing's major shopping district, the nightly Snack Market (only for the brave!),
and major sights in the city, including the Forbidden City.
http://www.tripadvisor.com/ShowUserReviews-g294212-d302020-r3431322The_Peninsula_Beijing-Beijing.html May 13, 2007
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9.
Traveler rating:
Beijing: The Peninsula Beijing: "Excellent hotel in Beijing"
OrbExplorer, Clifton, VA May 1, 2005
Although many new hotels continue to pop up in this bustling city of 15 million
people, the Peninsula Palace is still a great place to stay. The location of this
hotel is exceptional with a pedestrian mall only a block away.
The hotel had well appointed rooms although ours wasn't huge. It offered two
twin beds (actually doubles). The bathroom was beautiful and even had a TV
allowing you to view while in the shower or bathtub. They also had a separate
water faucet in the bathroom for drinking which made it nice to brush your teeth. I
did so daily with no ill affects. They managed to maintain coolness in the rooms
all night long, which is important to sleep soundly.
Breakfast was included and was at Jing restaurant. Exceptional. The best array
of international breakfast cuisine we found on our trip to China.
They also have internet access that runs about 45 Yuan for 15 minutes or $8.50
US.
The staff was very pleasant and most spoke English. They were helpful and like
any you might find at a first rate hotel in NY. All in all a great place to stay.
http://www.tripadvisor.com/ShowUserReviews-g294212-d302020-r3429472The_Peninsula_Beijing-Beijing.html May 13, 2007
10.
Traveler rating:
Beijing: The Peninsula Beijing: "Great Choice for Beijing"
A TripAdvisor Member, Seattle Dec 8, 2004
We just returned from a stay at the Peninsula Palace (11/23-29). This is one of
the best hotels we have stayed in. We were upgraded to a suite because of
ongoing construction, and the suite was fabulous! - 3 plasma TVs, beautiful
dining area and working area, a separate powder room, and a bathroom to die
for! Only $148 a night (plus 15% service charge), which included a great
breakfast buffet downstairs at Jing Restaurant (which normally charges about
$21 for breakfast, including service charge). I strongly recommend that any hotel
guest also try out the Chinese restaurant 2 levels below (I think it's called Huang
Ting), which was the one of the best Chinese restaurants we've ever eaten at. If
you order carefully, you can easily eat well for less than $40 for two. I suggest
you try to avoid ordering any wine (this is also true of Japan, but may not be so
elsewhere) because it tends to be expensive, starting at about $7 per glass plus
service charge, and you only get 1/2 a glass, if that much.
We also used the concierge service a lot, to book tours, a car and driver (for a
private tour), and a car to the airport. The concierge staff all spoke perfect
English (something you really appreciate when travelling in Asia) and service
was flawless. I agree with prior reviews that the trip to the Great Wall could have
been better, but we were given a sufficient amount of time there (about 1 1/2
hours--it was also bitterly cold so we couldn't stay much longer anyway). The

259

restaurant that was selected by the tour company for lunch (which is included in
the $65 tour fee) was pretty bad, and the store (Friendship Store) was very
expensive (and fixed price). If you want a customized tour, you can hire a car and
guide through the concierge. We paid about 650 yuan for a car (for 8 hours) and
$10 per hour for a guide. We arranged for the car to drop us off at the Pearl
Market and to pick us up later (after we had bought a suitcase to lug home our
extra things).
The only complaint (a minor one) is that the hotel essentially tacks on a 1%
exchange rate when converting dollar-quoted charges into English. Therefore,
the hotel room, although quoted at $148 at the front desk, ended up costing
about $149.50. The real problem came when our credit card company (Citibank)
converted the RMB charge into dollars. We were socked with a 3% conversion
fee! But I'm certainly not blaming the hotel for that!
http://www.tripadvisor.com/ShowUserReviews-g294212-d302020-r2872914The_Peninsula_Beijing-Beijing.html May 13, 2007
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APPENDIX B – HONG KONG DATA SAMPLES

1
2

Location
USA
USA

Date
3/17/2005
7/25/2006

3
4
5

Australia
UK
Phillipines

11/23/2005
3/26/2007
5/29/2006

6
7

Germany
England

12/29/2005
11/3/2005

8

UK

8/27/2006

Royal Plaza Hotel

9
10

UK
Australia

1/30/2007
3/1/2005

11

USA

12

Singapore

4/4/2007

The Charterhouse
Kowloon Hotel
Hong Kong Disneyland
Hotel
Hong Kong Disneyland
Hotel

13
14
15

Germany
Australia
Australia

4/10/2007
7/28/2006
6/15/2005

16
17
18

USA
Singapore
England

4/23/2006
12/18/2005
1/6/2007

19
20

USA
USA

21
22
23
24

USA
??
Canada
Australia

11/20/2006
10/29/2006
6/19/2006
3/4/2007

25
26
27

Phillipines
England
USA

2/28/2005
10/28/2005
3/18/2006

28

Singapore

4/10/2006

29

England

5/31/2007

Ramada Hong Kong
Newton Hotel Hong Kong
Sheraton Hong Kong Hotel
Tower
Harbour Plaza Hong Kong
Ramada Hong Kong
Stanford Hotel Hong Kong
Guangdong Hotel Hong
Kong
Eaton Hotel Hong Kong
Harbour Plaza Hong Kong
Hong Kong Disneyland
Hotel
L'hotel Causeway Bay
Harbour View

30

Malaysia
New
Zealand

4/27/2007

Four Seasons HK

5/16/2006

Ramada Hong Kong

31

11/23/2006

5/4/2007
9/24/2004

Hotel Reviewed
Eaton Hotel Hong Kong
Conrad Hong Kong
Warwick Hotel Cheung
Chau
Silvermine Beach Hotel
Evergreen Hotel
Four Seasons Hotel Hong
Kong
Royal Plaza Hotel

Ramada Hong Kong
Eaton Hotel Hong Kong
Harbour Plaza Hong Kong
Sheraton Hong Kong Hotel
Tower
Eaton Hotel Hong Kong
Ramada Hong Kong

Title of Review
"Good Hotel in Hong Kong"
"One of Hong Kong's Best!"
"A different Hong Kong"
"Hong Kong Oasis"
"First Time in Hong Kong"
A refreshingly young team."
"An oasis in Hong Kong"
Good hotel but a little was from
Hong Kong island
Brilliant location, clean and
cheap for hong kong
"Returned from HongKong"
""Exactly what you expect"
"Loved the Disneyland"
A little bit away but value for
money
"Outstanding service"
"Fabulous location..."
"Excellent location"
"Good value"
"Very satisfactory"
Slightly differnt locale but
perfectly adequate
"Professional Staff"
"One of the best"
"Great Hotel"
"Great value and location"
"A very late review"
will definitely come back to
guangdong hotel
"Good base for tourists"
"Could not ask for better"
"Awesome Kingdom Club"
"Enjoyed my stay"
It's good, but is it really a Four
Seasons?
"Great location"
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32

Indonesia

1/11/2007

33

Australia

5/25/2006

34
35

USA
Indonesia

5/26/2006
10/28/2006

36
37

England
Scotland

8/26/2005
9/22/2006

38
39

England
England

2/28/2007
1/17/2007

40
41

Singapore
USA

42

USA

43
44

Australia
Philippines

45

England

5/29/2006

46
47
48
49
50

USA
Wales
Canada
Scotland
Australia

3/2/2006
5/24/2007
7/3/2006
7/28/2006
8/30/2006

10/5/2006
10/13/2005
7/6/2006
10/29/2005
12/8/2005

L'hotel Causeway Bay
Harbour View
Novotel Citygate Hong
Kong
Cosmopolitan Hotel Hong
Kong
InterContinental Hong Kong

Eaton Hotel Hong Kong
Hotel Miramar Hong Kong
Cosmopolitan Hotel Hong
Kong
Harbour Plaza Hong Kong
Langham Place Hotel Hong
Kong
Hong Kong Disneyland
L'hotel Causeway Bay
Harbour View
Nikko Hotel Hong Kong
Stanford Hotel Hong Kong
L'hotel Causeway Bay
Harbour View
The Salisbury - YMCA Hong
Kong
Luk Kwok Hotel
Eaton Hotel Hong Kong
Harbour Plaza Hong Kong
Eaton Hotel Hong Kong

"Nice hotel, me and Panda"

Great place, close to airport
"Great, except hard bed"
"Fantastic and Wonderful"
Possibly the worst hotel
experience i have had! - thank
you sir!
"Met a ghost in the room"
"Awful Service!"
"We didn't want to leave!"
Great Place and Service...Great
Bed too
"Mediocre and bland…"
Bright, Modern, Great Location"
Very Impressed - Top Value Location and Service Great
"Gateway to Toy Heaven"
"Good value choice"
"Great hotel for the price!"
"Really Good Hotel"
"great location, nice hotel"
"Great Hotel"
"Top Quality Hotel"

1.
Traveler rating:
Hong Kong: Eaton Hotel Hong Kong: "Good Hotel in Hong Kong"
A TripAdvisor Member, San Diego, California Mar 17, 2005
I just returned from a stay in Hong Kong at the Eaton Hotel from March 9-16,
2005. I based my choice of hotels, in part, on some of the prior reviews at this
website. I booked my trip through Expedia and opted for the Eaton Club Deluxe
room with breakfast included. After a 15 hour flight from San Francisco, my wife
and I arrived at 7pm to the hotel. We got our room on the 10th floor only to find
out that we were given a standard room instead of the Club Deluxe room we had
paid for. I complained to the assistant night manager, Mr. Yeung and he
explained that Expedia did not notify the hotel that I had paid for a Deluxe room.
If you use Expedia, make sure they correctly notify the hotel of your room choice.
To our disappointment, Mr. Yueng told us that we would have to stay in the
standard room for one night and then he would arrange for the Deluxe room for
the rest of our stay. The standard room left a lot to be desired. The room was
very small and the mattresses were made of material similar to bricks. The view
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was horrible out of the small window. The one redeeming quality of the standard
room was that the marble bathroom was quite large. Almost as big as the room
itself. The next day we returned from sightseeing to find that the staff had moved
our luggage to a Deluxe room on the 16th floor. While in the lobby, we did hear
another guest complaining to a manager about the quality of her room. The
manager's explanation included the fact that she had paid only for a standard
room. The Club Deluxe room was much larger with floor to ceiling windows and a
much nicer view. The bed and pillows were extremely comfortable. The room has
a master console next to the bed which controlled all of the room lighting, air
conditioning and "do not disturb/make up room" light at the door. The one
disappointing aspect of this room was that the bathroom was miniscule. At night,
household staff would offer to turn down the bed. Multi-national stations were
shown on the television. The continential breakfast was okay but after six
mornings of croissants, danish, fruit, coffee and tea, I really desired an
egg/bacon breakfast. There are four computers to access the Internet while you
eat breakfast. The hotel location is excellent as it is very close to the Temple
Street Night Market and the MTR. The subway system is easy to use with
directions in English which tell you what exit to use to get you to your desired
location. There is a Starbucks and a McDonald's across the street. The Star
Ferry is a nice 20 minute walk down Nathan Road. Maybe not so nice after 10am
due to the crowds and the numerous people asking you if you want a suit made.
If you arrive by the Airport Express to Kowloon Station, the Airport Express
shuttle bus does not include the Eaton Hotel in the hotels which they drop off
guests for free. You will have to take a taxi which costs about HK$20 (there might
be an extra fee if you have a lot of luggage). Free newspapers were provided
each morning. There is a singer in the bar each evening. We didn't eat lunch or
dinner in the hotel as there are so many other choices in Hong Kong. The hotel is
very clean. I did see two wedding receptions being held in the hotel so it can't be
too shabby. Staff at the front desk were very polite at all times. I would highly
recommend staying here for a decent/affordable hotel. I was extremely
pleased/relieved with our choice of hotels.
http://www.tripadvisor.com/ShowUserReviews-g294217-d305383-r3283708Eaton_Hotel_Hong_Kong-Hong_Kong.html May 13, 2007
2.
Traveler rating:
Hong Kong: Conrad Hong Kong: "One of Hong Kong's Best!"
Often2Europe, Central NJ Jul 25, 2006
Just completed my third stay at this Conrad -- three days in length. I travel to
Asia 5-6 times a year from the States and last year switched to the Conrad from
the Pen for two reasons: first, I decided for 2005 to consolidate all travel to
staying at Hilton properties, and second, a business partner living in HKG
recommended I try it. Suffice it to say, each visit met or exceeded my
requirements. The service is exactly what you'd expect from a 5-star Asian
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property; in a word, stellar. From bellmen to concierge to check-in to
chamberstaff, everyone encountered seems genuinely committed to the guest's
satisfaction with their stay.
As a Hilton Honors Diamond member, an upgrade to the Executive Level room
(second and third visits I was rewarded with a harbor-facing suite) is automatic, if
available. The Executive Level Lounge provides breakfast, drinks and evening
snacks at no charge; while this is not enough to constitute a meal, it seems that
many people frequent the lounge before venturing out for their day's work or prior
to dinner. The view is amazing. The rooms are clean, comfortable and quiet.
Beds are most comfortable with your choice of pillows, comforter/blanket
available upon request. TVs with plenty of english-speaking channels (also a few
french, italian, spanish and arabic). Amenities such as chocolates, tea, fruit and
bottled water are gratis and plentiful. Wired or wireless Internet access is reliable
(but not inexpensive). The service can be as solicitous or unobtrusive as you
prefer; simply set your door for Do Not Disturb.
I keep referring to the service as it impresses me so. Here's a couple of
examples: I have a standing request for a bucket of ice in the room upon arrival
and each evening before 6pm -- this is always accommodated. Another is a
second clock in the room set to east-coast US time so that if I wake in the night I
can immediately decide whether I want to communicate with the office. These
are the kind of touches I don't find in many other properties.
I can't speak to shopping, location or restaurants near the Conrad as most
evenings I'm out with clients or co-workers near TST, and as locals, I leave the
decision making to them. I can attest to a short walk to the Star Ferry, even
shorter to the MRT subway 1-stop to TST and near to the Peak Tram.
August 13 my wife will finally accompany me to HKG for a week then on to
Beijing (Peninsula there -- I've also reviewed) fro another week. I will post an
updated review thereafter as I will likely be able to speak to shopping,
restaurants and sightseeing. Shen-Tzen, Lantau and Lamma are on the itinerary.
Hope this helps my fellow business travelers.
This TripAdvisor Member:
Liked: Service
Disliked: N/A
Tips/Secrets: Stay here if you can.
http://www.tripadvisor.com/ShowUserReviews-g294217-d305371-r5511421Conrad_Hong_Kong-Hong_Kong.html May 13, 2007
3.
Traveler rating:
Hong Kong: Warwick Hotel Cheung Chau: "A Different Hong Kong"
A TripAdvisor Member, Perth, Australia Nov 23, 2005
My first night in Hong Kong I stayed at the Renaissance Harbourview, a typical 4star business hotel. It was quite a shock when my business contact took me to
the Warwick Hotel on Cheung Chau for the remaining 6 days. Cheung Chau is a
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small island hidden from typical visitors - this is not the Hong Kong you see in the
brochures. It has a feel of mainland China with the added quirk of being home to
several excentric expats. The pace is very relaxed, with no cars on the island
although there is a little ambulance that looks like a really old golf cart on
steroids. The Warwick is a leasurely 10 minute walk from the ferry. English is not
widely spoken but the locals are very friendly and will try to help.
The Warwick hotel is a six-story hotel from the seventies that really would benefit
from upgrading. I was initially disappointed with my room, but it was clean and
reasonably spacious by Hong Kong standards. Plus everything worked in the
room. The manager spoke reasonably good English and was very helpful. We
got into conversation and spent 15 minutes haggling over an upgrade to one of
the large suites. Having the extra room was nice but not critical. Be sure to ask
for an ocean view room, there was no extra charge and the views of the beach
were relaxing.
Interestingly, the best thing about this Hong Kong hotel was that it wasn't in Hong
Kong! For anyone who has not been to Hong Kong, it can be sensory overload:
there is always one more restaurant, one more sight, or one more bar.
Cheung Chau is served by two ferries: the fast ferry and the slow ferry. Both
depart from, and arrive at, the same piers. The only differences are the speed
and the fact that you can sit outside on the slow ferry. The ferry ride allows you to
wake up gradually and prepare for a busy day, or relax and unwind on the way
home.
There are a couple of small restaurants near the pier that serve surprisingly good
food. Cheung Chau serves up two final treats: on Friday night a mass of Hong
Kong young couples decend on the island for romance, all very civilised; and this
is probably the only place in the World that doesn't have any roads or cars, yet
has a McDonalds! You can order breakfast at McDonalds right opposite the pier
and wait for your ferry to arrive. Arrive a bit late and you can get your breakfast to
go, and take it on the ferry.
http://www.tripadvisor.com/ShowUserReviews-g294217-d309419-r4139334Warwick_Hotel_Cheung_Chau-Hong_Kong.html May 13, 2007
4.
Traveler rating:
Hong Kong: Silvermine Beach Hotel: "Hong Kong Oasis"
neverwinter, uk Mar 26, 2007
The Silvermine Beach is located about 5 minutes (without luggage) walk from the
Mui Wo bus stop (not a mile!!) and ferry terminal - you can see it from the bus
station. It does look rather tired from the outside - it is covered in greying white
tiles and the letters of the hotel name are a bit scruffy. Inside is much better;
reception is clean and tidy and the restaurant is smart and modern.
We stayed in the new wing - the room was a standard hotel size, not at all
cramped, as was the bathroom. Full bath with over shower, toilet and sink, free
toiletries and everything clean and functional. The room had a good if slightly
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hard double bed, table and two chairs, two bedside tables, big dresser and TV
(which costs extra), large wardrobe and a fridge with mini-bar and kettle. A little
worn in places but perfectly acceptable.
We booked on southeast-asia.com. We asked for an early check-in due to
horrible flight times and were delighted that the room was ready at 8am even
though official check-in is 2pm. We got a good night's sleep although slight
interruption as there appeared to be a herd of elephants in the room next door.
The hotel has no adjacent road and you can hear the sea which is across the
path. Not sure I'd swim in the bay though.
Breakfast is very good - all you can eat buffet with both western and chinese
food, and help yourself so take your time. I did see the hotel sauna which is a
little tired, and the bar is a bit short on comfortable seats.
to get to the buddha is a 50 minute bus ride (same as from Tung Chung). From
the airport was an hour there and 45 minutes back - second driver was a chinese
Schumacher! Roads on Lantau are narrow and twisting so hold on tight, but
buses are very cheap and punctual. Mui Wo has a cash machine, several
restaurants and a supermarket.
Staff speak English and were very helpful - luggage stored for free in reception
until we left at 11pm.
I think this is a totally acceptable 3 star hotel and a very good base, and would
stay again.
This TripAdvisor Member:
Liked: Location and peace
Disliked: state of outside
http://www.tripadvisor.com/ShowUserReviews-g294217-d305928-r7227223Silvermine_Beach_Hotel-Hong_Kong.html May 13, 2007
5.
Traveler rating:
Hong Kong: Evergreen Hotel: "First time in Hong kong"
A TripAdvisor Member, Cebu, Philippines May 29, 2006
I stayed with this hotel for 3 nights. We visited Hong kong purely for vacation. We
were not expecting much on this hotel considering the price range it belongs.
One of my disappointment is their tv which only has 5 channels with only 1
english channels. Their elevator is only up to the 3rd floor and you have to take
the stairs to the next floor. Their room is very small and their bed is also hard.
Their upside is their breakfast buffet with lots of chinese foods in display. Their
free internet is also very helpful especially when checking the weather and the
locations and informations for the places you wish to visit. The staff are also very
friendly and even though handicapped with the english language, they will try to
communicate with their clients. This hotel is recommended for budget conscious
and would only use the hotel just a place to sleep.
http://www.tripadvisor.com/ShowUserReviews-g294217-d317396-r5231144Evergreen_Hotel-Hong_Kong.html May 13, 2007
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6.
Traveler rating:
Hong Kong: Four Seasons Hotel Hong Kong: "A refreshingly young team,
but not snobby like other 5 star hotels in Hong Kong"
A TripAdvisor Member, Dusseldorf, Germany Dec 29, 2005
Thank god the new Four Seasons has recruited a younger hipper team for their
new hotel in Hong Kong rather than the old 'experienced' but arrogant staff many
of the city's luxury hotels won't seem to let go of.
The concierge team seems relatively junior, but as a result, it also appears that
they are much more familiar with newer hipper places to eat and drink than
pushing the same boring old Mandarin Grill, Gaddi's Felix, Va Bene rubbish.
The Reception is fantastic, very attentive, and very accomodating. They are
clearly well trained, and trying very hard to please.
The staff in the Blue Bar are terrific, definitely worth a visit in the evening, (don't
go before it gets dark), forget the MO Bar at the new Landmark Mandarin - very
cold and totally for posers. The Pool Terrace is great little place to go for a simple
breakfast.
The housekeeping maids are very sweet, and while their english is not terrific,
they go out of their way to try to help. On that note, the rooms are amazing, much
smarter than the old Inter-continental where we usually stay, and the aging Island
Shangri-la. Plasma TVs, DVD players, wireless broadband, rain showers, all
standard in every single room. Views are not directly of the harbour, but in fact
give you a much broader view than most properties can because the hotel in
right on the waterfront.
The hotel is right above the Airport Express train service, and have a
complimentary shuttle service on call, which is great.
Its our new regular home in Hong Kong. Kudos to the staff though who make this
hotel even more impressive than the fancy trappings.
http://www.tripadvisor.com/ShowUserReviews-g294217-d548045-r4309313Four_Seasons_Hotel_Hong_Kong-Hong_Kong.html May 13, 2007
7.
Traveler rating:
Hong Kong:: "An oasis in Hong Kong"
A TripAdvisor Member, Swindon, England Nov 3, 2005
We spent 6 nights at the Royal Plaza Hotel (24/10 - 31/10) after reading good
reviews on this site. We were not disappointed and, in fact, this hotel exceeded
our expectations. On arriving at the hotel we were offered a breakfast package
for a very reasonable price that would also provide us with an upgraded room
and use of the health club facilities. We took up this offer and were further
delighted on receiving an upgrade from a standard room not to a superior room
but to an executive room. The room was large with a kingsize bed and elegant
furnishings. The entire hotel was tastefully furnished with high quality decor and
not a speck of dirt or wear to be seen. The staff were attentive and spoke good
english. The breakfast buffet was worth a visit. This hotel is a little out of the main
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tourist area but is so close to the MTR to be accessible to anywhere but we were
also happy to walk. After a busy day shopping we took taxis which cost next to
nothing and are readily available. It was actually great to be a little out of the way
so as to not be acosted by watch sellers when you step outside. We didn't try any
of the hotel facilities but the pool looked inviting.
http://www.tripadvisor.com/ShowUserReviews-g294217-d305909-r4084541Royal_Plaza_Hotel-Hong_Kong.html May 13, 2007
8.
Traveler rating:
Hong Kong: Royal Plaza Hotel: "Good hotel but a little was from Hong
Kong island"
kel_uk321, Manchester Aug 27, 2006
The hotel is of a high standard. Rooms are very pleasant with an LCD TV in each
room with there being a surpring number of English channels on TV.
Food is excellent although a little expensive when considering the number of
local and cheaper restaurants.
The hotel is in a great location fro shopping - it is located on a large shopping
mall and is only a couple of blocks from large street markets which are
ridiculously inexpensive although many of the items are, of course, fake. The
hotel is, however, some way from Honk Kong Island, being at the edge of
Mongkok (although only a $30 HK (£2.50 / $6 US) taxi ride from the ferry to Hong
Kong Island).
The gym and leisure centre is superb
Very nice hotel with few major detractions.
http://www.tripadvisor.com/ShowUserReviews-g294217-d305909-r5713853Royal_Plaza_Hotel-Hong_Kong.html May 13, 2007
9.
Traveler rating:
Hong Kong:: "Brilliant location, clean and cheap for hong kong"
kinka00, crawley Jan 30, 2007
Me and my boyfriend stayed at the Charterhouse for 6 nights and we had a
brilliant time. We contacted them via e-mail and they offered us a really cheap
rate, cheaper than even 2 star hotels in the same area, they were completely
adaptable as we changed our itinerary four times and they also organized bus
transport from the airport straight to their hotel.
The hotel itself is not the Ritz but the rooms are spacious with high ceilings, very
clean, have aircon, tv and the funniest lighting system ever. Buttons
everywherevery. The bathroom was clean, new and had a really good
showerbath.
We were on the eleventh floor with view of the racecourse and even with the
window open could hardly hear any street noise. With the window closed it was
heavenly quiet. Quieter than even the novotel which I stayed at shortly after
The location is fantastic as it is two streets away from Times Square, a thirty
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second walk to Hennessy Road which has the tram line running 24/7. Also, it is
only a five minute walk straight down to the harbour where you can catch the
Star Ferry to Kowloon.
The staff were friendly but not all of them spoke fluent english. Breakfast buffet
was a bit on the expensive side for me as I don't really eat all that much in the
morning. But it was an impressive buffet with full english breakfast, chinese style
food, fruit, cereal etc.
All in all we had a brilliant time exploring Hong Kong from this small but cosy
hotel in the middle of this amazing city and can only recommend it.
This TripAdvisor Member:
Liked: Location, price
http://www.tripadvisor.com/ShowUserReviews-g294217-d305937-r6716323The_Charterhouse-Hong_Kong.html May 13, 2007
10.
Traveler rating:
Hong Kong: Kowloon Hotel: "Returned from Hong Kong today 2 March 05"
A TripAdvisor Member, Brisbane, Australia Mar 1, 2005
As othe people have stated the rooms are very very small, which the hotel
cannot do much about, we got the 3rd floor which meant noise from the traffic
was audible but not unbearable.The staff were pleasant and helpful almost all
spoke english.
The hotel is situated in the Tsim sha Tsui area and is ideal for most of the
tourisity type places, shopping, star ferry and harbour front etc.
The hotel bedrooms have free wireless broadband internet connection and each
room has its own email address which excellent, the only problem is that the
browser they use is a dinosaur ie Netscape 4.08 which means that a lot of
webpages do not display properly, or not at all.
Meals are expensive to eat in at the hotel, a buffet dinner was $280 hk each
which is pricey, you don't have to eat there of course.
They have nonsmoking floor levels which we asked for, and in our room we had
ashtrays and matches supplied which is a bit unusual for a non smoking room !
Overall we had no problems apart from the weather it was Cooold.
http://www.tripadvisor.com/ShowUserReviews-g294217-d302990-r3239456Kowloon_Hotel-Hong_Kong.html May 13, 2007
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APPENDIX C – MADRID DATA SAMPLES

1

Location
USA

Date
12/26/06

Hotel Reviewed
ME Madrid Reina Victoria
Sofitel Madrid Plaza de
Espana
Urban Hotel Madrid
Carlton Hotel
Intur Palacio San Martin
Intur Palacio San Martin
Room Mate Mario
Hotel Plaza Mayor
Hotel Lope de Vega
Catalonia Moratin
Hotel Plaza Mayor
Melia Galgos
Gran Melia Fenix
Hotel Room Mate Alicia
Senator Gran Via
Hotel II Castillas
Hotel Silken Puerta
America
Hotel Room Mate Alicia
Carlton Hotel
Intur Palacio San Martin
Maria Elena Palace Hotel
Best Western Atlantico

2
3
4
5
6
7
8
9
10
11
12
13
14
15
16

UK
USA
USA
Australia
USA
Australia
UK
USA
UK
Germany
Canada
UK
USA
USA
USA

08/25/04
05/06/07
03/11/05
06/13/06
02/25/05
07/21/07
09/26/06
10/02/05
09/30/03
07/15/05
05/18/06
05/13/07
01/29/07
06/09/06
06/25/07

17
18
19
20
21
22

UK
UK
UK
UK
UK
UK

01/04/06
05/27/06
03/13/07
06/30/05
10/17/05
08/08/07

23
24
25
26
27

USA
USA
USA
USA
USA

01/19/06
04/12/06
06/28/07
09/18/05
10/09/04

28
29

USA
USA

10/28/05
11/07/06

Hotel Plaza Mayor
Hotel Bauza
Hotel Plaza Mayor
Senator Gran Via
Hotel Emperatriz
Best Western Hotel
Arosa
Hotel Preciados

30
31
32
33
34

USA
UK
Israel
USA
UK

03/21/05
03/16/07
06/08/06
04/19/07
05/13/07

Room Mate Mario
Intur Palacio San Martin
Hotel Regina
Hotel Victoria 4
Quo Fierro

35
36
37
38

Norway
USA
Netherlands
UK

10/15/06
01/19/07
06/28/06
03/02/07

Hotel Preciados
Hostal Acapulco
Husa Nuevo Madrid
High Tech Petit Palace

Title of Review
ME Madrid was OK!
Ideal base to visit Madrid
Perfect Place in Madrid
Carlton Madrid
Excellent Choice for Madrid
Best location in Madrid
Good value for Madrid
good central madrid choice
Great stay in Madrid
Catalonia Moratin Madrid
Bargain in Madrid
Good choice in Madrid
gran felix madrid
Very nice Madrid location
Great Hotel In Madrid
Good Madrid Hotel
Impressed In madrid
Perfect Madrid Hotel
Great Value hotel Carlton Madrid
Good location for exploring Madrid
A quiet hotel in Madrid!
Probably the best hotel in Madrid
Excellent Choice for Madrid
Tourist
My personal favorite in Madrid!
In the of Old Madrid
Excellent! Best hotel in Madrid.
Great smaller hotel in Madrid
A great deal in Madrid
Great location for central Madrid
disaster in Madrid (hh
Campomanes)
Peaceful haven in Central Madrid
Good time in Regina hotel Madrid
My new place to stay in Madrid
Good hotel to visit Madrid
Highly Recommendable in the
heart of Madrid
Quiet spot in the heart of Madrid
Business Hotel, not for tourists
Ideal for Sol Area of Madrid but.....
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39

USA

10/09/05

Arenal
Hostal Barrera

40

Australia

06/06/07

Hotel Room Mate Laura

41

USA

05/13/07

Hostal Barrera

42

UK

01/31/06

Asturias Hotel

43

USA

03/10/07

Maria Elena Palace Hotel

44
45
46
47
48
49

UK
USA
UK
Hong Kong
UK
UK

01/22/07
06/16/05
06/08/06
07/01/06
06/02/07
03/24/04

Hotel de las Letras
Hesperia Madrid
Emperador Hotel Madrid
Hostal Madrid
Urban Hotel Madrid
Hotel Madrid

50

UK

05/06/07

Madrid

Great place to stay in Madrid
Room Mate Laura's a good option
for central Madrid
Barrera, a Friendly Home Away
From Home in Madrid
Great for seeing Madrid, but get a
low floor!!!
Very nice hotel - an oasis of quiet
in Madrid
Average standard, poor service
and Beware of Theft scam in
Madrid
Nice, Centrally located
Ignore the negative revies
Just OK
very poor
Just Fab
Great city...but learn some
Spanish

1.
Traveler rating:
Madrid: ME Madrid Reina Victoria: "ME Madrid was OK!"
CTEventPlanner, New York City Subarbs Dec 26, 2006
I travel a lot for work - so I feel as if I have a good basis for judging hotels. My
boyfriend and I just stayed here in December for a business trip he had, and we
thought it was fantastic. The rooms were a little small, but no worse then any
New York City room. The staff was super friendly and all spoke English, which
was helpful to us Americans. My boyfriend had 2 meals at the hotel and said the
food was not great - but when you are in Madrid, there is no reason to be eating
in a hotel. There were a ton of great restaurants right in the Plaza de Santa Ana.
The hotel did offer a free continental breakfast each morning which was pretty
extensive. It could not have been in a better location, we were within walking
distance to everything. The beds were comfy, the TV was great (with at least 5
stations in English). For a hotel that has only been open for less then 2 months, I
thought it was well put together. Both bars at the hotel were great and pretty
happening. The bathroom was fantastic, although no tub if you like to take a bath
in hotels. Overall, I was pretty impressed.
This TripAdvisor Member:
Liked: Location
Disliked: Rooms were a little small
Tips/Secrets: Do not bother eating in the hotel restaurant - not worth it
http://www.tripadvisor.com/ShowUserReviews-g187514-d630305-r6500634ME_Madrid_Reina_Victoria-Madrid.html 8/13/07
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2.
Traveler rating:
Madrid: Sofitel Madrid Plaza de Espana: "Ideal base to visit Madrid"
A TripAdvisor Member, Hertfordshire, England. Aug 25, 2004
On arrival we were greeted with "warmth without the smarm" as you'd expect
from a hotel with such reputation.
within 5mins we were settled in our room and given a verbal whistlestop tour of
Madrid (in English) which became invaluable thoughout our stay.
The room itself was spacious, elegant yet charming with state of the art air-con
and a bed to die for.
Relaxing in the marbled "El Patio" was a comfort with attentive but not in your
face service.
The buffett breakfast set us up for the days of exploring without fail.
when travelling around Madrid from the Sofitel I would use the Metro from
Estacion Plaza de Espana which is just a 2min walk from the hotel as i've never
experienced a well run tube service we even ventured from the Sofitel to the
airport for 1.15 euros (as opposed to the 25euros by taxi).
If you have had enough of the culture in Madrid then a trip to the Parque de
atraccions (Big FunFair) in the Casa de Campo is a good wind down. if you want
any more info contact my E-mail .....
http://www.tripadvisor.com/ShowUserReviews-g187514-d206966-r2493700Sofitel_Madrid_Plaza_de_Espana-Madrid.html 8/13/07
3.
Traveler rating:
Madrid: Urban Hotel Madrid: "Perfect Place in Madrid"
morevacation, NY, NY May 6, 2007
My girlfriend and I stayed at the Urban in April 2007, and we agreed on the
following review:
1) Location: next to all major musuems, restaurants, sites. Honestly, we walked
to everything we wanted to see, drink, or eat. Perfect location.
2) Facilities: really cool - - glass eleveators, interesting art, funky music, great pre
and post evening drinks at the Glass Bar. For the younger professional or for the
type of traveller that enjoys a chic, modern "scene" - urban does the trick. Too
early to enjoy the pool and top floor views, but it all looks amazing. I hear the
restaurant on site is good, but I didn't experience it. However, I capped each
evening at the Glass Bar. Lot of fun.
3) Rooms: modern, but yet very comfortable. The room was quiet and the electric
blinds blocked all evidence of sunlight, thus we could sleep off our night of fun
before venturing out again. Everything was high end - flat screen TV, cool
lighting, etc. Bed was comfy. Climate control was perfect.
4) Service: front desk crew was always helpful, spoke very good English and
were all professional. I did not make use of the concierge services, but upon
arrival it was immediately offered to me. The doormen always wore a smile, and
were pleasant. The only venue without friendly service was the Glass Bar - - had
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a lot of fun there, but the bartenders/staff were rude and indifferent. They always
carried a cocky smirk and general lack of ethusiasm or interest in actually
serving. Oh well.
I really enjoyed the Urban. I have also stayed at the sleepy old Palace, but will
never do so again. The Urban is alive with all sorts - professionals, tourists and
even locals who enjoy the scene. Makes for a fun environment.
http://www.tripadvisor.com/ShowUserReviews-g187514-d296957-r7552143Urban_Hotel_Madrid-Madrid.html August 25, 2007
4.
Traveler rating:
Madrid: Carlton Hotel: "Carlton Madrid"
A TripAdvisor Member, Kansas City, MO Mar 11, 2005
We spent three nights at the Hotel Carlton Madrid in March 2005. We found the
location to be convenient to the Prado and other art museums and within walking
distance to various eating establishments. The Hotel is convenient to the Atocha
train station (a couple of blocks), but far enough away to be insulated from some
of the unsavory characters that seem to congregate near the station. The hotel
maintains a security guard in the lobby at night.
The front desk was staffed by friendly clerks that spoke English. We received an
excellent dinner rec from Enrique who knows the town quite well. The front desk
also arranged for a guided tour to Toledo and a transfer to the airport; all were
quite satisfactory.
Breakfast is a full buffet with baked items, fresh fruits, cereals, eggs, meats, etc.
There is a very small restaurant in the lobby that serves a decent meal but
nothing special.
The room was nicely decorated in the european modern fashion with a laminated
floor covering and modern furnishings including a small table and two
comfortable chairs. The room size was quite spacious.
Hotel Carlton Mardrid offers a good combination of location, price and quality. I
would return.
http://www.tripadvisor.com/ShowUserReviews-g187514-d228510-r3265139Carlton_Hotel-Madrid.html 8/13/07
5.
Traveler rating:
Madrid: Intur Palacio San Martin: "Excellent Choice for Madrid"
A TripAdvisor Member, Brisbane Jun 13, 2006
An excellent hotel for Madrid visitors. Perfectly located in the old town in easy
walking distance to most attractions - Grand Via, Palace, Prado etc. Good sized
rooms. The front office staff were all reasonably proficient in English (a big plus
for Spain) and helpful. Would definitely stay here again. The monastry next door
was a real surprise.
http://www.tripadvisor.com/ShowUserReviews-g187514-d231636-r5337912Intur_Palacio_San_Martin-Madrid.html 8/13/07
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6.
Traveler rating:
Madrid: Intur Palacio San Martin: "Best location in Madrid"
A TripAdvisor Member, Dallas, tX Feb 25, 2005
We just stayed at the Intur Palacio San Martin for a week, and can't say enough
good things about the hotel. It has the best location in the city: within a few
minutes walk of Puerta de Sol, Plaza Mayor, Gran Via. But the best thing about
Intur Palacio is it's QUIET. It's on a small plaza and faces a convent. The staff
was incredibly helpful and spoke English. The breakfast buffet was great, but
possibly a little over-priced. We will definitely stay there on any future trips to
Madrid.
http://www.tripadvisor.com/ShowUserReviews-g187514-d231636-r3230794Intur_Palacio_San_Martin-Madrid.html 8/13/07
7.
Traveler rating:
Madrid: Room Mate Mario: "Good value for Madrid"
Red_Turtle, Sydney, Australia Jul 21, 2007
July 21, 2007 Red_Turtle, Sydney, Australia
This is a great boutique hotel which compares very favorably to "higher starred"
establishments in Madrid. The location is very central - just steps away from the
Opera metro station and the Palacio Real, and about 10 minutes' walk from the
Gran Via and Sol. However, it is situated in a narrow, quiet street. I had a
standard room, but it was clean and spacious with a rather large bathroom. A
decent breakfast was included in the price, and served buffet-style in the
breakfast room (until noon on weekdays, and 1 pm on weekends - suitably
civilized hours for a vacation in Madrid!). Reception staff were young, but very
helpful and friendly, and spoke perfect English. Sure, there was no restaurant or
bar or swimming pool or gym - but all the night life, sights, and restaurants were
only moments away from the hotel. I had friends who were staying in a much
more expensive boutique-style hotel nearby, and Mario room-mate was in no
way inferior to their accommodation. If catching a cab to the Hotel, just ask the
driver to stop at the Teatro Real (Opera House) or it is just as convenient to get
the metro to Opera. This hotel chain is opening a new establishment in Chueca
(Oscar Room-mate). It wasn't quite ready to open when I was in town, but it
looked great from the outside.
This TripAdvisor Member:
Liked: Quiet street but centrally located
http://www.tripadvisor.com/ShowUserReviews-g187514-d620038-r8212919Room_Mate_Mario-Madrid.html 8/13/07
8.
Traveler rating:
Madrid: Hotel Plaza Mayor: "good central madrid choice"
john baily, london Sep 26, 2006
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I was encouraged by the tripadvisor reviews and this proved to be wellfounded.The prices are good and the central location could hardly be improved
upon.The reception staff are friendly and all speak excellent English was there
with elderly parents and my sister and none of us could find a bad word to say
about the hotel.
This TripAdvisor Member:
Liked: price and location
Disliked: noise from other bedrooms
Tips/Secrets: no
http://www.tripadvisor.com/ShowUserReviews-g187514-d286358-r5876879Hotel_Plaza_Mayor-Madrid.html August 25, 2007
9.
Traveler rating:
Madrid: Hotel Lope de Vega: "Great stay in Madrid"
A TripAdvisor Member, San Francisco, California Oct 2, 2005
Just returned from a trip to Europe and stayed at the Hotel Lope de Vega for 2
nights in Madrid. The location is outstanding. It's on a small street off of Paseo
del Prado and within walking distance of several areas - Prado, Puerta del Sol,
Gran Via - and you can pick up the tourist bus right by the Prado. The hotel was
very clean, and the staff was friendly and helpful and speak English for those that
don't speak any Spanish. The breakfast was not included with our stay but very
reasonably priced and delicious - one of the best continental buffets we had at all
the places we stayed. Be warned of the uncensored adult channels on the TV.
Can be quite shocking since it's unexpected...You can request to have the
channels blocked during your stay.
http://www.tripadvisor.com/ShowUserReviews-g187514-d228582-r3984854Hotel_Lope_de_Vega-Madrid.html August 25, 2007
10.
Traveler rating:
Madrid: Catalonia Moratin: "Catalonia Moratin Madrid"
A TripAdvisor Member, England Sep 30, 2003
... Stayed here for a family visit . First impression not very good-- but
once inside the doorway- it's very impressive! Old world buildingmodernised.
Our bedroom was very comfortable, large comfortable bed. nice bathroom where
everything worked .
Staff were very polite and helpful and most spoke good English .
We only ate in hotel at breakfast of which there was a variety of dishes catering
for several different nationalities amongst them a party from Chicago.
http://www.tripadvisor.com/ShowUserReviews-g187514-d275116-r1371931Catalonia_Moratin-Madrid.html August 25, 2007
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APPENDIX D – PARIS DATA SAMPLES
Title of Review
Location

Date
1/5/05
7/1/06
1/30/06
4/10/05
3/16/05
7/28/04
4/10/07

Hotel Reviewed

1
2
3
4
5
6
7

USA
USA
USA
UK
USA
UK
UK

Hotel Basfroi
Paris Hilton
Paris Hilton
Holiday Inn Paris Republique
Novotel Paris Les Halles
Holiday Inn Paris Republique:
Relais de Paris Lafayette
Royal Magda Etoile Hotel Paris
Novotel Paris Gare
Montparnasse
Allegro Paris Hotel
Hilton Arc de Triomphe Paris
Renaissance Paris Vendome
Renaissance Paris Vendome
Hotel Lotti Paris
Paris Hilton
Hotel Napoleon Paris
Holiday Inn Garden Court Paris
Elysees
Best Western Paris Louvre
Opera
Le Grand Hotel InterContinental
Paris
Jays Paris
Le Grand Hotel InterContinental
Paris
Royal Magda Etoile Hotel Paris

8

Germany

12/24/06

9
10
11
12
13
14
15
16

USA
UK
USA
USA
USA
UK
USA
UK

12/7/06
11/22/04
7/17/05
10/20/06
11/28/06
5/1/07
12/21/06
8/29/06

17

UK

2/19/04

18

USA

5/29/05

19
20

USA
UK

11/13/04
12/23/06

21

USA

1/3/07

22

12/30/06

23
24
25
26
27

UK
Hong
Kong
USA
USA
UK
Singapore

28
29

Ireland
??

9/1/04
10/16/06

Hotel de l'Esperance
Paris Hilton
Millennium Paris Opera
Eiffel Seine Hotel Paris
Ibis Paris Porte De Montreuil
Hyatt Regency Paris Madeleine
Eiffel Seine Hotel Paris

30
31

Finland
Australia

11/15/05
6/4/07

Tryp Paris Boulogne
Jays Paris

English Speaking Haven in
Paris
Paris Hilton
Loved the Paris Hilton
Excellent base for Paris
Nice Paris Hotel
Great base in Paris
Long weekent in Paris
Perfect Paris Holiday
Great Weekend in Paris
Handy stopover in Paris
America in Paris
Great Paris Hotel
Perfect Paris Experience!
Best location in Paris?
We stayed with Paris Hilton!
Paris in August!
Ideal Location for Paris.
Great hotel in Paris
InterContinental Le Grand,
Paris
A great Paris boutique choice
New Years in Paris
Christmas in Paris
Helpful English-speaking staff

7/6/05
3/15/06
8/30/04
3/24/07
7/10/04

Paris Hilton wouldn't stay here!
Excellent Heart of Paris Hotel
Good choice hotel for Paris
Ibis Paris Porte De Montreuil
Top class hotel in Paris
5 day trip to Paris
Positive surpirise for Paris
stay.
Fabulous home in Paris
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32

Greece

3/31/06

Hotel International
Le Grand Hotel InterContinental
Paris

33

USA

11/13/04

34

USA

4/16/04

35
36

Australia
Australia

5/28/07
1/23/07

37
38
39
40

USA
Canada
USA
UK

10/11/04
9/7/06
7/15/02
12/26/05

41
42

USA
USA

3/21/05
12/23/06

43
44

Australia
USA

10/3/06
7/23/05

45

USA

1/21/07

46

USA

6/13/06

47

USA

4/26/06

Novotel Paris Pont De Sevres
Four Seasons Hotel George V
Paris
Hotel Metropolitan - Paris
Champs-

48
49
50

Ireland
Canada
UK

3/22/05
9/27/04
9/25/06

Ibis Cambronne Paris
Orsay
Eiffel Seine Hotel Paris

Hotel Opera Lafayette
Royal Magda Etoile Hotel Paris
Hotel du Quai-Voltaire
Renaissance Paris Hotel La
Defense
Duquesne Eiffel Hotel
Hotel Lenox Saint Germain
Hotel du Pantheon
Novotel Paris Vaugirard
Westin Paris
Hotel ObservatoireLuxembourg
Citadines Paris Le Louvre

thank's paris!"
InterContinental Le Grand,
Paris
Convenient, English-speaking,
& Great Management
Perfect Position In Paris
Paris Location
Great first trip to Paris!"
Perfect Paris
Hemingway's Paris
comfortable de pantheon
Good choice for Paris
sightseers
This is the way to do Paris
Great value for Paris
We loved our visit to Paris
Decent hotel on the outskirts
of Paris
The Ultimate Luxury in Paris
Great location, great deal in
Paris
Nice Hotel....good value for
discovering Paris
Excellent Hotel in Paris
A Gem At The Heart of Paris

1.
Traveler rating:
Paris: Hotel Basfroi: "English Speaking Haven In Paris"
A TripAdvisor Member, California Jan 5, 2005
Where should I start the Guy who checked us in was in English so no language
barriers. free internet good advice for resturants try a resturant called le Charbon
you will not be disappionted. This place is the same price as a hostel But you
have a bathroom and TV if you speak french. The bar opens till 2.00am relly
good music and they will let you choose what you listen too if you ask politely.
We got the shuttle to the Airport which was only 40 euros for 4 people .This price
cannot be beat and the driver helped us with the bags and made the effort to
speak english. I totally endorse this hotel the person who gave the bad revue is
talking rubbish. Just try it.
http://www.tripadvisor.com/ShowUserReviews-g187147-d507230-r2977769Hotel_Basfroi-Paris_Ile_de_France.html May 12, 2007
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2.
Traveler rating:
Paris: Paris Hilton: "Paris Hilton"
A TripAdvisor Member, Southern, CA Jul 1, 2006
So who says Paris isn't a great destinations for Americans? We were treated
extremely well here. The staff at this hotel were fantastic and the concierge desk
was the best I have ever dealt with. They were friendly and extremely
knowledgeable. As a Diamond member I am used to being treated well, but
these people were fantastic.
The hotel lobby and rooms are fine, but a little dated. Request a room with a view
of the eiffel tower. They originilly put us in a room that faced away from the tower
and that was not worth it. They were very helpful in finding an alternate room
facing the tower - the only one they had left was a smoking room, but it wasn't
bad. The view looks directly across the river and to the side is the tower, but at
night it is fun sitting on the balcony looking at the lit tower.
The surrounding neighborhood is fantastic, there are a ton of sidewalk cafe's to
choose from - our first night there we sat in a small cafe, had terrific French food
and drank an entire bottle of wine over 2 hours.
The subway has two systems with stations within a short walk from the hotel this is much cheaper, although not as easy to use as a taxi. If you do a lot of site
seeing like we did, the subway is the best bet. Ask the attendent as you walk in
for a map and where the platforms are - figuring out the system isn't easy, but
they all speak English and are very friendly.
Watchout for cash - the hotel will tell you they don't recommend using them as a
cash exchange point because the fees are too high and finding a bank ATM is
NOT easy.
The executive lounge is small, but a great place for a free breakfast. The hotel
staff gave us a free bottle of wine on our first night there as a Diamond member
gift - I think we drank more wine in Paris than we have in the last 2 years in the
US.
Take a very short walk to the tower and it's park on the right - it is a great place
for a picnic or a nap in the shade.
http://www.tripadvisor.com/ShowUserReviews-g187147-d197985-r5415497Paris_Hilton-Paris_Ile_de_France.html May 12, 2007
3.
Traveler rating:
Paris: Paris Hilton: "Loved the Paris Hilton"
AnnetteCinCA, Yucaipa, CA Jan 30, 2006
My husband and I stayed here for a week this past December. Check-in was
quick and easy. We were told at the desk we were being given a view room on
the 9th floor, and upon suggestion of other reviewers here, asked instead for a
renovated room. We were told that all the rooms have now been renovated, so
we happily kept the room with a gorgeous view to the Eiffel Tower (even tho it
had twin beds!). The room and bathroom were both spacious and spotless--
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cleaned every morning, fresh towels daily, and turndown service at night (and
truffles on our pillow each evening). Toiletries were restocked each day.
Hairdryer and iron worked great. Loved having robes in the room for our use.
Rooms were tastefully decorated, and the beds were oh-so-comfortable! Loved
the down pillows and douvets. One day during our stay our keycards quit
working, which the staff attended to quickly while we were sent to wait in the bar
with complementary drinks. Location is a bit out-of-the-way for walking to major
sites (except the Eiffel), but the Bir-Hakeim metro is just a 2 minute walk from the
hotel. The Champ de Mars/Tour Eiffel RER stop is even closer, so you have 2
lines nearby to get where you want to go. And the bus runs nearby as well. We
enjoyed breakfast at the hotel a few times--the buffet had anything and
everything you could want with great service. Had dessert in the restaurant one
evening, and we heartily recommend the cheesecake and creme brulee! We
loved walking to the Rue Cler for croissants in the morning, about a 10 minute
walk past the Eiffel Tower. Lots of great little restaurants in the Rue Cler area for
dinner. Hotel staff were all very warm, professional and helpful, and spoke
excellent English. Our stay was perfect in every aspect. We've had a few
unplesant hotel experiences in Paris, and will gladly give up a bit of "old French
charm" to stay here again.
http://www.tripadvisor.com/ShowUserReviews-g187147-d197985-r4396637Paris_Hilton-Paris_Ile_de_France.html May 12, 2007
4.
Traveler rating:
Paris: Holiday Inn Paris Republique: "Excellent base for Paris"
Galleon, Edinburgh, Scotland Apr 10, 2005
My family (husband & 2 kids) have just returned from a 4 night stay and this hotel
was just the ticket. We had a very spacious room on the 4th floor with 2 double
beds (no real view to speak of), very quiet and clean with comfortable beds which after a day touring Paris is a must! Extensive breakfast buffet kept us
going until early afternoon which was a bonus. Plenty of restuarants closeby but
we ate closer to the attractions. Not much to see around the hotel but metro only
yards away with around 4 different lines so very easy to reach everywhere.
Would definitely return to this hotel for any future trip to Paris. Hotel staff also
very helpful, particularly Concierge, and all spoke good English.
http://www.tripadvisor.com/ShowUserReviews-g187147-d207687-r3348390Holiday_Inn_Paris_Republique-Paris_Ile_de_France.html May 12, 2007
5.
Traveler rating:
Paris: Novotel Paris Les Halles: "Nice Paris Hotel"
A TripAdvisor Member, Dallas, TX Mar 16, 2005
I read the other reviews before staying here and these are my thoughts.
Pros:
* Nice upscale hotel for European standards

279

* Incredible location. It is at the Chatelet metro stop where all the major lines
connect. You can get to almost anywhere in Paris very quickly. There are plenty
of restaurants, and Notre Dame is within walking distance. The location is why
you would choose this hotel.
* Friendly staff. They let me borrow an RJ45 networking cable at no charge. The
staff speaks english, gave me a nice map of Paris and always provided friendly
advice.
Cons:
* As one reviewer mentioned it can be very warm in the rooms. We stayed in
March and it was about 40F degrees at night, and we had the window open most
of the time. The heater was always off, so there must be a lot of heat coming
from the rest of the building. There is a big duvet comforter on the bed and we
ended up pulling the comforter out and simply using the duvet which helped a lot.
* With the window open there was some street noise. This is a very lively district
and on a Friday night there were people out until 3AM. We closed the window
and it wasn't much of a problem, but then it got hot again.
* Can be expensive if you don't get a good rate.
Overall this is one of the better hotels I have stayed at in Paris. I would definitely
go back again....
http://www.tripadvisor.com/ShowUserReviews-g187147-d197424-r3278091Novotel_Paris_Les_Halles-Paris_Ile_de_France.html May 12, 2007
6.
Traveler rating:
Paris: Holiday Inn Paris Republique: "Great base in Paris"
A TripAdvisor Member, UK Jul 28, 2004
Just back from a long weekend in Paris staying at the Holiday Inn, place de la
republique. Highly recommend this hotel for it's great location, clean and
comfortable rooms and friendly staff all of whom spoke English. We were lucky
and got an upgrade which meant our room overlooked an inner courtyard and
hence was very quiet. It was hard to believe you were in the heart of a busy city.
The hotel is surrounded by great bars and restaurants and the metro is a stone's
through from the hotel entrance. Also if travelling by Eurostar, the Gare du Nord
is only 3 stops away on the metro. Would definitely stay here again.
http://www.tripadvisor.com/ShowUserReviews-g187147-d207687-r2329419Holiday_Inn_Paris_Republique-Paris_Ile_de_France.html May 12, 2007
7. Traveler rating:
Paris: Relais de Paris Lafayette: "Long weekent in Paris"
soz24, kent Apr 10, 2007
Stayed at this hotel for a long weekend with a friend. Was very impressed as
exceptionally clean and staff spoke good english. Rooms a little on the small side
but as most of the time is spent sightseeing that did not matter. Did not have
breakfast but it was 8.5 euros and looked quite nice. Hotel is within 5 minutes
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walk of the Gare du nord and ideal just to hop on the metro for all your
sightseeing needs.
http://www.tripadvisor.com/ShowUserReviews-g187147-d233514-r7304296Relais_de_Paris_Lafayette-Paris_Ile_de_France.html May 12, 2007
8.
Traveler rating:
Paris: Royal Magda Etoile Hotel - Paris: "Perfect Paris Holiday"
am79211, Wiesbaden, Germany Dec 24, 2006
Great hotel in an excellent location. Room was very clean, staff was friendly, very
helpful and speak English for those not fluent in French. 5 minute walk to the
"RER" station and Champs Elysees and the Arch of Triumph. Very easy to
navigate to/from CDG airport and the sites from this location. Will definetly book
this hotel again when I return for my next visit to Paris.
This TripAdvisor Member:
Liked: Location
Disliked: Thin walls
http://www.tripadvisor.com/ShowUserReviews-g187147-d228809-r6490627Royal_Magda_Etoile_Hotel_Paris-Paris_Ile_de_France.html May 12, 2007
9.
Traveler rating:
Paris: Novotel Paris Gare Montparnasse: "Great Weekend in Paris"
mginsb8256, LI NY Dec 7, 2006
I stayed at this hotel for two nights with my seven year old. After walking several
blocks with a jacket, suit jacket, two carry-on's and my son in tow, I was a sweaty
mess. The clerk went to the office behind the counter to return with a box of
tissues. My French is mediocre, but I truly believe the staff appreciated my
attempt, and they treaty me with great courtesy. The room itself was light and
airy, and was very comfortable. The mattress was firm, the comforter was
wonderfully enveloping. I appreciated the coffee and tea set-up. The bathroom
was modern, with the toilet being in a different area than the sink, shower and
bathtub. The fridge with a bottle of water replaced daily was a nice touch. The
only minor complaint is that there was only one English speaking channel, and
that was the BBC headline news. Of course I was in France, so I guess the one
channel was better than nothing. Should I return to Paris again, I would go out of
my way to stay here again.
This TripAdvisor Member:
Liked: Great Location..New clean rooms
Disliked: flat screen tv only had one english channel
http://www.tripadvisor.com/ShowUserReviews-g187147-d597573-r6344609Novotel_Paris_Gare_Montparnasse-Paris_Ile_de_France.html May 12, 2007
10.

Traveler rating:
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Paris: Allegro Paris Hotel: "Handy stopover in Paris"
A TripAdvisor Member, Glasgow, UK. Nov 22, 2004
We visited this hotel in September 2004, and found it adequate, reasonably
priced, and near the Metro station (7 minute walk). on Line 1, the main line from
East to West, which takes in the main tourist attractions.
Hotel is situated in a quiet street with many reasonably priced restaurants
nearby. Staff were very friendly and helpful, with good English. Breakfast very
basic but adequate. Room was of a reasonable size, but two of the walls had
rather odd marks on them near the floor. The bathroom was spotlessly clean with
space for laying out toiletries. Beds were comfortable. Three out of six floors in
the hotel were non-smoking as was the dining room.
http://www.tripadvisor.com/ShowUserReviews-g187147-d229593-r2840634Allegro_Paris_Hotel-Paris_Ile_de_France.html May 12, 2007
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APPENDIX E – PHUKET DATA SAMPLES

1

Location
Australia

Date
4/16/07

2

Singapore

2/27/06

3
4

Thailand
Australia

10/31/06
1/27/07

5

UK
New
Zealand
Australia
USA
Australia

11/22/06

Hotel Reviewed
Patong Beach Hotel
Katathani Phuket Beach
Resort
Hilton Phuket Arcadia Resort
& Spa
Novotel Phuket Resort
Sheraton Grande Laguna
Phuket

2/16/06
11/5/05
5/20/07
6/7/07

Woraburi Resort Spa Phuket
Islandia Park Resort Phuket
Marina Phuket Resort
Holiday Inn Resort Phuket

5/28/07

Club Med Phuket
Evason Phuket Resort and
Spa

6
7
8
9
10

USA

11

Greece

12
13

UK
UK

14

Australia

3/3/07

15

Australia

5/10/07

16

Thailand

11/8/05

17

Australia

1/28/07

18

USA

8/26/06

19

UK

11/26/06

20

UK

7/30/05

21

Singapore

22
23

France
Malaysia

1/11/07
5/19/07

24
25
26
27
28

UK
USA
Austria
Australia
USA

1/13/07
4/5/07
2/8/07
6/16/06
8/1/06

12/27/06
4/25/07
5/2/07

4/8/07

Duangjitt Resort
Marina Phuket Resort
Le Royal Meridien Phuket
Yacht Club
Moevenpick Resort and Spa
Karon Beach Phuket
Hilton Phuket Arcadia Resort
& Spa
Moevenpick Resort and Spa
Karon Beach Phuket
Le Meridien Phuket Beach
Resort
Le Meridien Phuket Beach
Resort
Evason Phuket Resort and
Spa
Ramada Resort Karon Beach
Phuket
Evason Phuket Resort and
Spa
Holiday Inn Resort Phuket
Hilton Phuket Arcadia Resort
& Spa
Novotel Phuket Resort
Naithonburi Beach Resort
Burasari Patong Resort
Pacific Club Resort and Spa

Title of Review
Learn to speak Thai
Loved the Katathani!"
More like a theme park in Florida
than a resort in Thailand
Wouldn't stay here again
Lovely villa
Woraburi-a better name maybeWorryaboutit
Acommodation Review
Beautiful grounds and resort!
Best Hotel in Patong!!
Customer Satisfaction is NOT a
priority here!"
Secutiry Unsecured
Great resort with a little room for
improvement
Great location, beautiful hotel
What a pity !!!"
Had a great time
As perfect as it is flawed
Review - My Opinion
Not all that."
Perfect Paradise!
The most wonderful place on earth!
Not there yet...
Horrible hotel - would not
recommend!
...Kids R Us...
Not quite 5 star
Would never stay there again!!
Wonderful!
Pool Access rooms the best !
Very Nice Place
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29

Hong
Kong

4/12/07

30
31
32

Greece
Pakistan
Norway

3/16/07
3/25/07
4/17/06

33

UK

1/11/07

34
35

Australia
Denmark

1/4/06
1/3/07

36
37
38
39

Thailand
Australia
Sweden
UK

7/24/06
6/18/06
6/10/07
1/20/07

40

Macau

41

UK

8/2/06

42

UK

5/11/05

43
44
45
46

Japan
Austria
Belgium
Singapore

47
48
49
50

Japan
UK
UK
USA

12/27/06

Surin Beach Resort
Deevana Patong Resort And
Spa
Mangosteen Resort And Spa
Diamond Cliff Resort and Spa
Aleenta Resort & Spa Phuket
Phangnga
Baan Yin Dee Boutique
Resort
Patong City Hotel
Thai Oriental Inn
Club Andaman Beach Resort
Pacific Club Resort and Spa
Kata Garden Resort
Le Meridien Phuket Beach
Resort

4/25/07
10/30/06
6/24/07
3/31/05

Cape Panwa Hotel
Angus O'Tool's Irish Pub &
Guesthouse
Aleenta Resort & Spa Phuket
Phangnga
Bangtao Lagoon Bungalows
Kata Beach Resort
Baan Krating Jungle Beach

1/8/07
11/8/06
2/27/07
2/11/07

Sabana Resort
Patong Beach Lodge
Sugar Palm Resort & Spa
Mangosteen Resort And Spa

Poor environment and service
Disappointment
Mangosteen Nothing But a Lemon
Lovely holiday but average hotel
Beautiful, but the staff let it down
OK but not great
not great....
Thai Oriental Inn Nice little old style
place
Target - Relaxing!
Fantastic
Please avoid at all cost!"
Dec 16-21, good place, service
(language skills) needs improvement
Lovely, Quiet Setting but Oh boy
what a hill
Great Guesthouse
Something for everyone but....
Good deal
Don't go there!
Isolated but pretty
Ugh! The Sabana lacks charm and
hospitality
a great place
Honest review!!
Wonderful Resort!

1.
Traveler rating:
Phuket: Patong Beach Hotel: "Learn to speak Thai"
Sunburngirl, Aussie Apr 16, 2007
Not one to complain, however if you are deciding to go to this hotel I would like to
inform you the following just to warn you:
1. You must learn Thai to speak to the staff on this hotel as they don't really
understand English, suprising for a 4 star hotel which I don't thing passes for a 4
star.
2. You will only get 1 key for your room and the cooling system requires the key
to be on, so when you leave your room your cooling will be turned off and when
you come back your room will be hot.
4. Room is quite small.
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3. Bar tenders serve you with long faces not very accomodating at all.
4. If you order room service at night for some hot food, forget it as it arrives cold.
5. Receptionist are not very friendly.
6. Breakfast menu is the same every day, bacon was cold, baked beans was
cold.
One good thing about the place is that it is near Bangla Road and the newly
opened Jungcylon Shopping Centre. Also the Bell boys are always smiling and
ready to help. They were the only ones that ever smiled at us.
I would not recommend this hotel.
This TripAdvisor Member:
Liked: Just the view of the sea
Disliked: The service, very hard to communicate with the staff in English
http://www.tripadvisor.com/ShowUserReviews-g293920-d309095-r7367833Patong_Beach_Hotel-Phuket.html July 6, 2007
2.
Traveler rating:
Phuket: Katathani Phuket Beach Resort: "Loved the Katathani!"
A TripAdvisor Member, Singapore Feb 27, 2006
I had a thoroughly enjoyable time there, the accommodation was lovely, the
service was unprecedented and the entire location of the hotel on the pure white
sands of the unspoilt kata noi beach was simply amazing. If you want to go to
Phuket, you MUST visit the Katathani hotel. It's tucked away in a very scenic
area, yet close enough to all major attractions. The staff all speak good english
and are helpful in a most unobtrusive discreet way. Highly recommend this place
- it's certainly one of the jewels of Phuket!
http://www.tripadvisor.com/ShowUserReviews-g293920-d540134-r4523543Katathani_Phuket_Beach_Resort-Phuket.html July 6, 2007
3.
Traveler rating:
Phuket: Hilton Phuket Arcadia Resort & Spa: "More like a theme park in
Florida than a resort in Thailand"
tempest26, Bangkok, Thailand Oct 31, 2006
OK so maybe the title I wrote makes it sound worse than it actually is. The Hilton
Phuket is a nice resort, well kept, and with good service. The only thing about
this place is that it is far too big to feel any kind of exclusivity or personal touch.
Being driven around in a big tram kinda makes you feel like you're in Disneyland
rather than an exotic Asian resort. The buildings (and with all the wings they have
here, it's quite a few buildings) look very Miami Art Deco, only bigger and not as
cute.
The staff were all super nice though, I do have to give them kudos for the
service. Everyone was very welcoming and always smiling. The level of English
that the staff speak here is also much higher than most places in Phuket. Well, it
is the Hilton after all.
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The room in the Saitong wing I had was nice. The view was probably the best
part, as the room overlooks a gorgeous in-resort lagoon and the spa village that
is set in front of a lush hill. The biggest downside to the room is the bathroom.
The shower cubicle is very flimsy and cheap looking, and kept leaking water out
onto half of the bathroom floor no matter how well you close the sliding glass (i
think it was actually plastic) door. None of the rooms here have a bell on the door
either so knowing room service has arrived while you're watching TV is not that
feasible. But overall, the room was very well equipped with amenities, the
bedroom part was very nicely decorated, and the balcony was spacious enough
to have a small gathering. Too bad they use the same floor as the bathroom.
Food-wise, this place was rather disappointing. A Panini I ordered for lunch was
no better than warmed up frozen food from the supermarket, and most
shockingly, it came with Pringles on the side. The whole dish couldn't have been
more artificial tasting. Other meals I've had here were just so-so.
While I don't think the Hilton Arcadia is a total disaster by any means, there are
lots of other resorts I would recommend if someone was traveling to Thailand.
Well, maybe if you are an American who don't want to feel like you're in a foreign
place, this place maybe perfect for you.
This TripAdvisor Member:
Liked: Staff, proficiency in English
Disliked: Lack of exotic atmosphere
Tips/Secrets: The rooms in Saitong wing are better than Andaman wing, at least
the ones I have seen
http://www.tripadvisor.com/ShowUserReviews-g293920-d305270-r6032296Hilton_Phuket_Arcadia_Resort_Spa-Phuket.html July 6, 2007
4.
Traveler rating:
Patong: Novotel Phuket Resort: "Wouldn't stay here again"
KPie, Melbourne Jan 27, 2007
I stayed at the Novotel Phuket with 2 girlfriends in July 2006. I have been to
Phuket twice before and stayed at the Central Karon Village and Chedi Phuket
those times and loved them both.
One of the reason we chose the Novotel was because we thought we'd be in
walking distance to the main strip in Patong, this is not the case, we walked
once, it was too far in the humidity so every other time we used tuk tuks. (Usually
100 baht). The hotel itself is looking a little tired and is probably better suited to
adults travelling with children rather than adults travelling alone. For instance
there was often loud disco music and rowdy games going on in the pool for the
kids which isn't my idea of a relaxing time.
The staff were friendly enough until we ran into problems. We stayed 5 nights, 2
of which we had no electricity for most of the day and all night and therefore no
air con. I know Phuket is known for its blackouts however when you're paying
$250 plus a night you expect (as they seem to at other hotels) that they'd have a
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generator... no such luck. We went to reception and asked to speak to someone
about it and it was either 'no english sorry' or 'not our fault.' We weren't trying to
suggest it was their fault however it just didn't seem right considering what we
paying each night that the hotel didn't offer anything in the form of compensation.
When it was over they sent the maid around with a hand picked flower for each
room. She couldn't speak any english other than sorry. I really didn't think this
was appropriate or fair on the maid as by this stage we feeling pretty fed up and
a flower from outside didn't really cut it.
The room itself was nice and the bed comfortable. On the negative side, there
was a continual foul smell from our bathroom and the balcony only had hard
wooden chairs (no cushions) so we weren't able to use that at all.
In summary I felt this place was overpriced for what we got, customer service
was poor and from experience there are much nicer, more relaxing places to stay
in Phuket.
This TripAdvisor Member:
Liked: Breakfast
Disliked: Customer service - (or lack of)
http://www.tripadvisor.com/ShowUserReviews-g297930-d299572-r6705747Novotel_Phuket_Resort-Patong_Phuket.html July 6, 2007
5.
Traveler rating:
Phuket: Sheraton Grande Laguna Phuket: "Lovely villa"
EMCLC, Scotland Nov 22, 2006
I must admit I was also concerned after reading negative reviews and I can
understand where some comments are coming from.We stayed in a lagoon villa
which was beautifull except the electric sockets up-stairs did not work which was
not good considering we needed to plug in mosquito repellent coils and could,nt
so my partner was eaten alive.
We did not get the check-in by boat which was dissapointing apparently our jetty
was to small.
We eat breakfast once in Birds of Paradise which was third rate however
Puccinis was excellent a great selection and the service here was the best on the
whole resort.Service at the pool was not good at all and most off the staff could
not speak English.
Villa guests get free cocktails at Puccinis for an hour every evening and this is a
great opportunity to meet fellow guests.
Book you excursions on the beach a lot cheaper.
Also massages on the beach great value for money.
The resort does need a bit of tidying up as it is looking a bit tatty in places.
All in all a good trip but I have stayed in far superior resorts before and next time
I will book the Banyan Tree which is exquisite in comparison to Sheraton.
This TripAdvisor Member:
Liked: Comfy bed
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Disliked: mosquitos
Tips/Secrets: get a villa by pucinnis
http://www.tripadvisor.com/ShowUserReviews-g293920-d304521-r6164456Sheraton_Grande_Laguna_Phuket-Phuket.html July 6, 2007
6.
Traveler rating:
Phuket: Woraburi Resort Spa Phuket: "Woraburi-a better name maybeWorryaboutit"
A TripAdvisor Member, Auckland, New Zealand Feb 16, 2006
I stayed at the Woraburi with my parents and Sister in January 06, from the
outside the Woraburi resort looks really great especially the pool.
We booked Cabana style rooms which have really good access to the pool,
would be great for kids.
Unfortunately thats where the positive things end, when we arrived they only had
one cabana room free, the majority of staff don't speak English well at all, the
safe in our room was broken and not fixed while we where there, (2 weeks), the
shower did not drain in either my parents room or my own.
Only having one key per room is a hassle, the key has to be in a power slot or
you get no power (air con, lights etc.), so anyone sleeping has to open the door
you for to get back in i.e. no early nights/sleep-ins.
The breakfast facilities have real hygene problems and the staff where extremely
surly, it would not suprise me if they managed to poison many guests, altogether
not a pleasent place to eat breakfast.
In all fairness Woraburi has great potential but not how it is currently being run,
definately not 4*!
http://www.tripadvisor.com/ShowUserReviews-g293920-d593536-r4465888Woraburi_Resort_Spa_Phuket-Phuket.html July 6, 2007
7.
Traveler rating:
Phuket: Islandia Park Resort Phuket: "Acommodation Review"
chalmej, Sydney, Australia Nov 5, 2005
View larger photos
Just returned from Thailand and for anyone who like myself was unable to find
any information on the Islandia Tropical Resort, here it is.....
Best known as the Islandia PARK Resort, there are 3 separate wings on the
grounds. From oldest to newest: 1. Islandia PARK Resort, Large White Multi
Storey building shown on their website. 2. Islandia PARADISE Resort, across the
other side of the carpark. Has it's own Lobby/Reception and Restaurant which
adjoins the 3 storey acommodation building. 3. Islandia TROPICAL Resort. 3
Storey building behind the Islandia Paradise resort and serviced by the Paradise
staff. Each Hotel has it's own large swimming Pool. Absolutely beautiful resort
and lovely people. One major complaint was 90% of the time the staff who man
the front desk/reception do not understand a word of English. i.e. Laundry? Ice
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Bucket? Foot Massage? Wake up call? Room Service? etc. The gardener and a
few of the other staff speak limited english but why on earth management place
staff in such an important position with no understanding of english is beyong
me. A very frustrating stay and Sadly, never again!
http://www.tripadvisor.com/ShowUserReviews-g293920-d526931-r4088354Islandia_Park_Resort_Phuket-Phuket.html July 6, 2007
8.
Traveler rating:
Phuket: Marina Phuket Resort: "Beautiful grounds and resort!"
panicpreacher, Denver May 20, 2007
We stayed here for 3 nights in April. On arrival, no reservation, we bargined hard
and got 20% off the published rates. We stayed in a garden cottage and loved it!
Great bed, one of the best we slept in in Asia, beautiful shower and a nice buffet
breakfast included in your stay. We ate at the On the Rock restaurant twice for
lunch and the squid app was the best squid we ate in SE Asia for 3 months! We
also were given a free dinner at there poolside restaurant since it was for our
honeymoon, but the set menu food was just average. The buffet breakfast was
excellent, although the staff does not speak very much english and the omlette
chef was quite confused. Would definately stay here again. They have free
internet on site (3 computers) and a helpful, but expensive, tour office. The only
complaint we had was that everyday you had to pay for a beach lounge chair,
(the resort does not own them) for 200 baht for 2 people. We highly highly highly
recommend the seafood restaurant down the road (closer to the heart of Karen
beach), on the opposite side of the road across from the beach park. There are 3
or 4 small, but always packed seafood restaurants in a row that have no
ambience, but amazinly fresh and well prepared seafood. We chose the that was
the second one closest to the resort and was not disappointed. The giant prawns
were the best we had in 3 months in SE Asia!
This TripAdvisor Member:
Liked: the beatiful gardens
Disliked: nothing
http://www.tripadvisor.com/ShowUserReviews-g293920-d455972-r7646870Marina_Phuket_Resort-Phuket.html July 6, 2007
9.
Traveler rating:
Patong: Holiday Inn Resort Phuket: "Best Hotel in Patong!!"
sweetcharlott, Dayboro, Queensland Jun 7, 2007
Well a girlfriend of mine and I stayed at the Holiday Inn Resort Phuket at the End
of May 07 for our "relaxing beach break". And i can tell you that if we're ever
lucky enough to go back to Thailand i would not think twice about staying
anywhere but here!! Not only is it in the perfect location (Beach across the road,
7-11 Eleven across the road, Shopping Market Place across the road, walking
distance to everything - no tuk tuk needed!!) but the hotel itself and it's deicated
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workers are just sublime! We were picked up from the Airport at night and driven
in a nice comfy air-cond. car with cold water waiting for us. We stayed in a
superior room which gave us two Queen Beds which were very comfortable and
a little verandah. The bathroom was a good size and the water pressure was
good, clean towels everyday and shampoo, conditioner, shower gel,
mouisturiser, cotton balls and tissues all provided. The rooms were cleaned
everyday and every night they have a turn down service where they place a
Orchid on your pillow - very nice! There is a fridge in the room but make sure you
stock up from the 7-11 across the road (can's of cola etc we're about 15bt and
bottles of Smirnoff Ice 56bt) They provide you with two bottles of water everyday
for drinking and teeth brushing! They also provide you with umbrella's which
came in very handy! The room service menu is great and service was very fast.
We had breakfast included in our package so took advantage of the buffet breaky
- Very good but Aussies please note - there is no vegimite so make sure you take
some along! The pool & Jacuzzi is beautiful and large enough to fit everyone there are also heaps of sun lounges so we had no worries getting one of those
even mid afternoon. And the have pool side service - so you don't even have to
leave your lounge - they bring all the drinks and food to you!! The hotel is very
secure and have security at all entrances and the elevators making you feel safe.
The staff we're more than helpful and most speak good English. Book all of your
tours outside the hotel though - they're prices were almost double. After walking
around the streets of Patong and recognising some of the other hotels i looked at
i'm so glad i made the right decision in staying at the Holiday Inn - It is a hotel
envied by anyone not styaing there!!! Enjoy your holiday - we did!!!!
This TripAdvisor Member:
Liked: The cleanliness, location and it was just overall fantastic!!
Disliked: Nothing - oh no vegimate would be the only downer!
http://www.tripadvisor.com/ShowUserReviews-g293920-d315556-r7803817Holiday_Inn_Resort_Phuket-Phuket.html July 6, 2007
10.
Traveler rating:
Phuket: Club Med Phuket: "Customer Satisfaction is NOT a priority here!"
SophieNorthernVA, Northern VA May 28, 2007
This is our second Club Med vacation experience, our first was at Club Med
Punta Cana which was simply fabulous! So I will admit that I am comparing our
experience there and finding Phuket to be very disappointing. We spent five days
over spring break at Club Med Phuket. One of the main reasons we chose Club
Med Phuket over any other resort was the convenience of the all inclusive option
and the activities that are included in your vacation. Unfortunately some all
inclusive options and activities were not up to par. We were not able
to obtain frozen drinks without engaging in conflicts with the bar staff. Standard
operating procedure was to inform guests that if the bar is busy frozen drinks are
not available, that would mean more then one customer at the bar. On day two
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the main blender broke and frozen drinks were not available for the remainder of
our stay. We were also disappointed and puzzled by the rules prohibiting guests
from eating poolside. We returned from excursions two days in a row ravenous
after lunch service had concluded. Club Med Phuket provides guests with the
option of eating from a very limited menu, no fast food items inside a small air
conditioned dining area. We met with hearty resistance and belligerence at the
suggestion that we would like to order our food and sit pool side in our wet suits.
The explanation was that it would be dangerous because of glass. My suggestion
that we could be served using plastic or paperware was dismissed. I am puzzled
by the apparent contradiction that the bar serves all drinks in glassware. The bar
is adjacent to the pool and guests bring their glasses to the pool area. We even
witnessed a mother lifting her child up over a table and breaking a glass by the
pool. So it would appear that my request to eat by the pool was not turned down
due to safety concerns. After being very confrontational and speaking to a
supervisor on day two we were served poolside on glassware, go figure? Our
rooms were nicely appointed and much like what was described in the website.
But the air conditioner was not up to par, it was quite uncomfortable. There is an
on off switch for the AC no thermostat so it was not possible to make it cooler. All
of us were bitten by mosquitos because as it turns out the maid would
routinely leave the door open while cleaning the rooms. Our maid did not speak
English so communication was difficult. On a daily basis we
had to call the front desk to replenish our supply of toilet paper. For some reason
the maid didn't think to do it while cleaning our rooms. My two daughters ages 12
an 17 both came down with mild food poisoning on our last two days of our stay.
We are absolutely certain
that the food consumed at Club Med was the source because we didn't eat
anywhere else and the symptoms which lasted about 24 hours were textbook
food poisioning. Ironically, I can say that overall the food was very good except
for the slight food poisoning. We were also very disappointed by the lack of
activities on the beach. In a nutshell the only thing to do is lay around and
sunbathe or swim. Other then that there was absolutely nothing to do. At Punta
Cana guests could chooses from snorkeling, kayaking, windsailing or beach
volleyball. The circus school was also a big attraction for my twelve year old
daughter. Sadly during our five day stay she was only able to do the trapeze
twice and bungee once. The time slot designated for children up to the age 12 is
about 45 minutes during the heat of the day. During that time period the children
in the daycare program are brought to circus school which means many children
waiting in line for just one turn. We returned later that afternoon after it had
cooled off so she could go again. The bungee activity had just one adult
participating. We were turned away from circus school that afternoon because
she had already gone once earlier in the day. Again I had to be confrontational
with the circus school supervisor so my daughter could participate in circus
school. She got to go again on the trapeze but it was not a lot of fun since the
GO,a very unpleasant young lady castigated her the entire time for daring to go
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more then once in one day. It was also my observation that she received
virturally no assistance as if to say ,well yes you can go again but you won't be
getting any help. The worst part of our vacation experience is the feeling that
Club Med just doesn't care that we were not satisfied with our vacation. My
attempts to share my feedback with the General Manager was met with a point
by point rebuttal of my concerns and criticisms. I still
haven't heard anything from senior mgt regarding my experience and don't
expect that I will. My recommendation DO NOT stay at Club Med Phuket, look
elsewhere. You can stay elsewhere for less and have a much better time.
This TripAdvisor Member:
Liked: The location in Kata Beach was just the right not too noisy and beautiful
Disliked: Horrible customer service, having to be confrontational to obtain basic
needs
http://www.tripadvisor.com/ShowUserReviews-g293920-d595720-r7710210Club_Med_Phuket-Phuket.html July 6, 2007
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APPENDIX F – PUNTA CANA DATA SAMPLES
Location

Date

1

USA

3/9/03

2
3
4
5

USA
USA
USA
Canada

3/17/04
1/4/04
6/1/06
4/24/07

6
7

USA
USA

2/17/05
8/13/06

8

USA

8/14/06

9

USA

3/29/04

10

USA

1/22/07

11

USA

5/13/06

12

Canada

3/15/07

13

Canada

2/21/05

14

USA

5/19/06

15
16
17
18

USA
USA
USA
USA

1/13/05
9/3/06
8/11/03
3/2/03

19
20
21
22
23
24
25
26
27
28

Canada
USA
USA
USA
USA
USA
USA
USA
Canada
USA

29

USA

12/30/06
9/7/06
2/19/05
6/17/06
4/30/07
5/23/05
10/21/03
3/3/04
1/20/07
4/3/03
4/22/06

Hotel Reviewed
Natura Park Beach EcoResort & Spa
Occidental Allegro
Punta Cana
Paradisus Punta Cana
Riu Palace Punta Cana
Excellence Punta Cana
Occidental Allegro
Punta Cana
Paradisus Punta Cana
Grand Oasis Punta
Cana
Occidental Allegro
Punta Cana
Riu Palace Punta Cana
Sunscape The Beach
Punta Cana
Gran Bahia Principe
Punta Cana
Gran Bahia Principe
Punta Cana
LTI Beach Resort Punta
Cana
Punta Cana Princess
All-Suites and Spa
Resort
Iberostar Punta Cana
Barcelo Punta Cana
Excellence Punta Cana
Gran Bahia Principe
Punta Cana
Club Med Punta Cana
Club Med Punta Cana
Sivory Punta Cana
IFA Villas Bavaro
Barcelo Punta Cana
Club Med Punta Cana
Paradisus Punta Cana
Riu Palace Punta Cana
Barcelo Punta Cana
Grand Oasis Punta
Cana

Title of Review
Make English a lanuage in Punta Cana
Loved Punta Cana
paradisus, punta cana
Riu palace punta Cana
Excellence in Punta Cana
Hated Punta Cana
Paradisus Punta Cana
Gotta love Punta Cana
Best in Punta Cana
Great time at the RIU Palace Punta
Cana
Fun in Punta Cana
Paradise in Punta Cana
Punta Cana Paradise, si!
Punta Cana "Wonderful Vacation

Punta Cana Princess
Loved the Iberostar Punta cana
Loved the Breezes - Punta Cana
Loved Secrets in Punta Cana
Bahia Principe Punta Cana AMAZING!!!!!
club med punta cana review
Excellent experience at Punta Cana
Undiscovered Gem-- Sivory Punta Cana
punta cana
Married at Breezes Punta Cana
Great time at Club Med Punta Cana
Five Star, Best of Punta Cana
Riu Palace Punta Cana was Excellent
Breezes Punta Cana-Money Well Spent
Punta Cana Grand - Perfect Weather,
Great Rooms
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30

Canada

4/26/04

31

Canada

12/30/05

32

USA

4/14/05

33

USA

7/31/05

34

Canada

9/20/06

35

UK

10/26/05

36
37
38
39
40

USA
USA
USA
USA
USA

12/11/05
4/17/07
5/24/05
1/28/07
3/29/06

41

Canada

5/9/06

42

Canada

1/31/05

43

USA

2/11/05

44

Canada

3/16/05

45
46

USA
USA

11/3/06
5/30/06

47

USA

9/21/03

48

USA

3/5/04

49

USA

4/5/07

50

Canada

9/14/04

Occidental Allegro
Punta Cana
Gran Bahia Principe
Punta Cana
Occidental Grand
Flamenco Punta Cana
Gran Bahia Principe
Punta Cana
Grand Oasis Punta
Cana
Grand Oasis Punta
Cana
Iberostar Punta Cana
Riu Palace Punta Cana
Catalonia Bavaro Resort
Riu Palace Punta Cana
Club Med Punta Cana
Grand Oasis Punta
Cana
Punta Cana Princess
All-Suites and Spa
Resort
Occidental Allegro
Punta Cana
Gran Bahia Principe
Punta Cana
Grand Oasis Punta
Cana
Excellence Punta Cana
Paradisus Punta Cana
Iberostar Dominicana
Hotel
Occidental Grand
Flamenco Punta Cana
Punta Cana Princess
All-Suites and Spa
Resort

Been to Better Resorts in Punta Cana
Bahia Principe Bavaro/Punta Cana - a
very good Dominican resort
Punta Cana Paradise
I loved my time in Punta Cana
punta cana grand was so-so
Realy Liked the Sunscape Punta Cana
Grand
Just Returned from the Iberostar Punta
Cana
Palace Punta Cana is not paradise
Loved Punta Cana
Loved the Riu Place Punta Cana
Thumbs up for Club Med Punta Cana
The Gospel on the Punta Cana Grand

Is this the same Punta Cana Princess?
Awesome time at Allegro Punta Cana!!!
:)
loved the bahia principe punta cana
Globalia Punta Cana Grand (formerly
Sunscape owned)
Secrets Punta Cana "It's All Good"
Paradisus Punta Cana, what a wonderful
vacation!!!!!!!!
Iberostar Dominicana/Punta Cana
Five Fantastic Nights in Punta Cana
The Truth About the Punta Cana
Princess

1.
Traveler rating:
Punta Cana: Natura Park Beach - EcoResort & Spa: "Make English a
lanuage in Punta Cana"
A TripAdvisor Member, Abington, PA Mar 9, 2003
The shows seemed good if you could understand the. Everything was done in a
diffrent language. Never ENGLISH
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http://www.tripadvisor.com/ShowUserReviews-g147293-d151022-r910189Natura_Park_Beach_EcoResort_Spa-Punta_Cana_Dominican_Republic.html
May 11, 2007
2.
Traveler rating:
Punta Cana: Occidental Allegro Punta Cana: "Loved Punta Cana"
A TripAdvisor Member, Southfield, MI Mar 17, 2004
Feb. 21-28, 2004 (7 nights), my husband and I vacationed at the Occidental
Allegro Punta Cana. After reading the reviews we were a little concerned to say
the least. We've traveled to several different Caribbean all-inclusive resorts in the
past which we've enjoyed and didn't want to be disappointed. The time spent at
Occidental was one of the best vacations in the Caribbean we've experienced.
The staff was very friendly, hard working and pleasant. The food choices were
great, you have the option to eat at the Topaz main restaurant, pizza bar or
choose from the following specialty restaurants: (Italian, Caribbean, Steakhouse,
and Seafood). The seafood restaurant was my favorite, the surf and turf was
excellent and the staff was excellent. Also, Punta Cana, has allot of activities
available outside of the hotel (four wheels, horse back riding, Bavaro Splash (fun,
fun, fun), etc.) and I recommend trying several.
Helpful hints: Leave the Maid a daily tip and you will be provided with exceptional
room service. If you are going for relaxation and rest I highly recommend
requesting a room away from the pool. The pool activities begin early and end
late with staff member using a loud microphone to instruct guest. At times noise
in the pool area is extremely loud. The GARAGE disco was nice, the D.J. played
a variety of music. We ventured out of the resort to other disco's but would
recommend staying at the GARAGE because the other discos were similar and
the cost to travel to one is approx. $36 (US) roundtrip. If you enjoy interacting
with people learn basic Spanish such as Good Morning (Buenos Dias), Thank
You (Gracias), Good Evening (Buenas Noches), How are you? (Como esta
usted?), etc. before traveling there if not most understand English and French but
alittle Spanish goes a long way. And, if you're in need of true relaxation I highly
recommend having a body massage (on the beach) this is available for a
minimum fee.
We plan to travel back to the Occidential Allegro Punta Cana again with friends
and family! It's a great time!
http://www.tripadvisor.com/ShowUserReviews-g147293-d150863-r1729777Occidental_Allegro_Punta_Cana-Punta_Cana_Dominican_Republic.html
May 11, 2007
3.
Traveler rating:
Punta Cana: Paradisus Punta Cana: "paradisus, punta cana"
A TripAdvisor Member, new york, ny Jan 4, 2004
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Unbelievably dissapointed. Been all over the carribean (with family). Beautiful
place but that's it. Service was the worst e.g. had to fight to get towels, had to be
out by 7:00 to get chairs, on first day went to book restaurants (Sunday morning)
and was only able to get a reservation at 10:00 PM Tues for the Japanese
restaurant and a Fri. reservation for the French. Other restaurants were walk in
and it was a major problem for my group of seven. The majority of the workers
didn't speak English at all. Walkways for guests were also used constantly for
employee vehicles. Everything from bicycles to scooters to trucks. Major
annoyance. Never posted message before but had to now!!
http://www.tripadvisor.com/ShowUserReviews-g147293-d149395-r1537990Paradisus_Punta_Cana-Punta_Cana_Dominican_Republic.html May 11, 2007
4.
Traveler rating:
Punta Cana: Riu Palace Punta Cana: "Riu palace punta Cana"
RuthyAsheville, Asheville,NC Jun 1, 2006
We just returned this week from a 7day all-inclusive at the new Riu palace and it
had lots of problems that it needs to work out. The staff does not understand
English so it was very hard to communicate. They also have a chip on their
shoulders, they are rude to Americans. The system for making dinner
reservations was crazy. each morning you had to line up at 7:00am to get dinner
reservations and if you were not first in line early you ended up not getting into
any of the special places for dinner and had to go to the buffet, which was very
good ,but not everynight. The last night we were there the fire alarm went off
every 1/2 hr after 1:00 someone pulled it and than it malfunctioned so there were
alot of tired angry people that morning. i hope they are able to work out the bugs,
cause it is a beautiful place.
http://www.tripadvisor.com/ShowUserReviews-g147293-d611114-r5288676Riu_Palace_Punta_Cana-Punta_Cana_Dominican_Republic.html May 11, 2007
5.
Traveler rating:
Punta Cana: Excellence Punta Cana: "Excellence in Punta Cana"
wendyvw, Edmonton Apr 24, 2007
The Excellence Resort in Punta Cana, Dominican Republic was... well...
Excellent!
The staff are great! Always busy and always trying to help. Not everyone speaks
english, but they all try very hard. If they came to Canada the staff at our hotels
would be hard pressed to find anyone who speaks spanish so I certainly don't
hold that against them!
The activities staff were really great! We had so much fun with Julio, Isabel,
Franklin and Ines! Julio kept it interesting by sneaking up on my husband
regularly and running a finger over his toes so that he thought a bug was on him
or tapping him on the opposite shoulder and walking away. We've made it our
new goal to try to sneak up on him at least once before we leave in about 24
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hours! :) My husband spent time outside the disco chatting with some of the staff
and especially enjoyed Franklin's company (I was feeling a bit under the weather
so he was forced to go stag a few nights). Beach volleyball was my husband's
fave activity and I enjoyed a few aerobics classes. We played a few games and
won a couple of bottles of Dominican rum and some pretty necklaces.
The beach was stunning! Body surfing and boogie boarding special!!! The waves
are not for people who cannot swim though so be forewarned. If you're not a
strong swimmer you may be better off in one of the resort's 2 pools! Snorkelling
off the eastern point of the beach was amazing! Clear waters, beautiful coral,
tons of colourful fish, at least 2 diff types of urchins (there are a lot of these so
watch out cause they hide in the coral) and starfish as well. If the water is a bit
rough I'd suggest flippers - just some added control against the tides. I certainly
didn't need the life jacket for the boogie boarding or snorkeling so just left it on
the beach with my stuff because they make you take one when you sign out
flippers or boards etc.
The resort itself is beautiful! So much greenery and flowers! Ponds and fountains
everywhere! And the wildlife is great! There are a bunch of flamingoes, ducks of
all sorts, peacocks, and two beautiful mostly red parrots - they will be happy to sit
on your shoulder, but watch out cause they really like shiny things! They were
trying to steal the metal thingies on my safari hat, they did manage to steal
another lady's sunglasses, and I've heard that they go after earings as well. That
could hurt! :) But they make for a great photo op.
We met so many great people while visiting the Excellence Resort and were
impressed with how frendly everyone was. You never had to eat dinner alone if
you prefered to have company!
If you want to take a tour we strongly suggest the Bavarro Runners. This tour
around some of the Dominican countryside was an amazing experience! Such a
fun day! We visited a sugarcane farm (mmm - yummy), a little village where they
process chocolate and coffee amoungst other things, a beach ranch where we
got to ride some horses, and a neat cave! Pedro was a fun tourguide and Wilson
was a great driver! Don't miss this one!
We had a few too many days of rain during our 2 week stay, but that's just our
lucky nature coming into play. :)
We strongly suggest this resort! It was nice and secluded being the last resort in
the strip and we didn't have to wear any plastic bracelets during our stay! The
beds on beach and poolside are really cool, the all inclusive waiter service on
beach was AWESOME, the fact that room service was also included was
INCREDIBLE!!! We loved it!
- Wendy and Chris
This TripAdvisor Member:
Liked: The beach was AWESOME! Scenery beautiful! Activities staff was fun!
Disliked: The wait at some of the restaurants, but if you got there before 6:30pm
that was never a problem! :)
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http://www.tripadvisor.com/ShowUserReviews-g147293-d218524-r7428781Excellence_Punta_Cana-Punta_Cana_Dominican_Republic.html May 11, 2007
6.
Traveler rating:
Punta Cana: Occidental Allegro Punta Cana: "Hated Punta Cana"
A TripAdvisor Member, Houston, Texas Feb 17, 2005
My Family and I spent 4 days in Punta Cana in the Dominican Republic. Due to
our travel agents reccomendation we stayed at the Allegro Resort, which on the
web seemed very nice and reasonable for an all inclusive ($135 per person per
night)
When we arrived we expected the ride from the airport to be about 20 minutes.
Imagine our shock when we were told it was 3 hours!!! (Our travel agent booked
us into Santo Domingo airport instead of Punta Cana airport!) That was surprise
#1. Surprise #2 is when our luggage didnt arrive because the flight was weight
restricted! The cab ride was $140 so I thought how nice it would be to rent a car
and drive up the coast...sounded kind of romantic..so thats what we did. BIG
MISTAKE. Roads are unpaved, unmarked and unnavigatable, the map we were
given was totally useless. 3 hours later we did find A HOTEL and paid for a cab
escort to the Allegro which was another 30 minutes away.
When we finally arrived about 7pm we checked in with a multitude of issues. First
they we overbooked. We were supposed to have 2 adjoining rooms and found
ourselves 4 buildings apart and were to check back in the morning to change
rooms. Also there was alot of confusion regarding our reservations which were
paid in full well over a month prior and we were told one room was unpaid for. At
least I was able to convince the check in clerk to contact the travel agent in the
morning for clarification.
Since we had no luggage the first thing I wanted to do was get a toothbrush and
a change of clothes so I can at least enjoy the pool in the morning until our bags
arrived.
The gift shop closed at 10pm. I went in shortly after 9 with my daughter and
collected a pile of clothes and sandals, a swim suit, toothbrush etc. When we
went to pay at about 940 the store clerk refused to sell us the items until she
opened in the morning, apparently she had closed her drawer out early. I
pleaded with her but she stuck to NO which seemed to be the only english word
she knew. That was that. Not even a toothbrush!
We were unable to make any dinnner reservations at any of the 4 restaurants
they had available as they were all booked up until Friday, and even then all they
had open was seating for 2 at 930pm. We were a party of 5 and leaving
Wednesday. We ate buffet every night, which was awful. The only thing that was
eatable and actually good was the Pasta bar.
The disco was a joke. It was a room as big as a garae painted black with a movie
screen.
The drinks were very good and the bartenders friendly but the "pool bar" was
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FAR from the pool and not all the bars had frozen drinks available. Some were
only beer and wine and they all kept weird hours, and seemed to close pretty
early.
Although OUR room was nice, the miade came in to make the beds and change
the towels but would only leave 2 at a time. Our neighbors in the room next door
had roaches and someone in the next building over had the roof cave in and
flooded tgeir bathroom. Noone seemed to care at all about that.
Despite what they say on the web about activities, their were none there unless
you like to play darts or participate in aerobics. They were plentiful in that
department as if we were all at fat camp.
All in all I found the employees rude and unhelpful and The Allegro was very
expesnive for what they had to offer,which was nothing at all.
Going home on Wednesday we flew out of Punta Cana airport which is 15
minutes away and spoke to lots of people waiting for our flight. All stayed in
different hotels and all had similar horror stories. The beach was beautiful, a little
windy and seaweedy, but there are other beutiful beaches in the world. I dont
recomend Punta Cana at all and certainly dont recommend the Allegro resort.
http://www.tripadvisor.com/ShowUserReviews-g147293-d150863-r3199871Occidental_Allegro_Punta_Cana-Punta_Cana_Dominican_Republic.html May
12, 2007
7.
Traveler rating:
Punta Cana: Paradisus Punta Cana: "Paradisus Punta Cana Recap"
travelinman05, NJ Aug 13, 2006
We just returned from Paradisus Punta Cana from Aug 1 thru Aug 9, our
experience was one of an interesting nature. I will say first off the hotel grounds
were very nice, dated but well maintained. It seemed that every corner we turned
someone in some way was maintaining the property, whether it be cleaning the
walkways to painting the signs.
Thank you to all previous posts as they were very helpful and I will probably
mirror some comments.
* Language barrier was challenging at times, some staff went well out of their
way to assist others had very little interest in understanding (this was the
minority). Dollar bills help in most cases. Front desk spoke English the best.
* Food- was decent, Mexican, Chinese & Japanese among the favorites. Just
keep in mind that you are not in the USA. For those concerned about the water,
everything is bottled. Table water is from 5 gal and you still can ask for small
bottles. You just need to ask for it. Ice is purified and bagged; we saw carts
delivering the water daily to the restaurants and bars each morning.
*Rooms- were dated, this is where we ran into our first & second issues, and we
were traveling with another couple and learned quickly that the plumbing was so
so. There was an issue with one of the "facilities" and when the front desk was
called, we were told to place the used paper in the trash rather than to flush. In
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the public areas you will see this. Just the initial shock that the front desk made
this comment left an uneasy feeling. Long story short. they did have maintenance
check the facility and confirm all was in order. After several flushes (or attempts)
still no major change. 2nd call was made, management was then involved which
resulted in a 2nd service call to more men arrived rather quickly and told us that
there was a problem and would be fixed that evening. To make matters worse
the room was not acceptable on the cleanliness side; one of the beds had sand
between the sheets. On day 2 better accommodations were made through the
involvement of our travel agent and hotel management. Room issues went away
for the remainder of the trip due to a room change. They did provide an iron /
ironing board & Hair dryer in the room in addition to a safe at no charge.
*Attire- For men, expect to wear casual pants each night (we saw people wearing
jeans but not too many). Restaurants that were air-conditioned were, Japanese
(reservation required), French (reservation required) and Mexican all others were
open air dining. For women, capris were fine. Just no shorts for either. If you
want a “shorts” night, there is always the buffet or room service, which delivers
24 hours a day.
Last but not least, the bar on the beach that we called the fish bar due to the
mosaic of fish swimming was our favorite; the bartender at night (Omar) had a
great personality and was a pleasure. PS Try the Mamajuana (local drink), Omar
will tell you all about it. For those interested in smoking, they offer cigarettes at all
bars including the swim up (Marlboro & Marlboro Lights). Cigars are free only at
the French & Mexican restaurants, all you need to do is ask because there is a
“guy” by the main lobby bar that will try and sell them to you.
Taxes, be prepared to pay usd 10 for each person in your party to enter the
Dominican Republic. There were rumors floating around the resort that there was
a usd 20 tax per person to leave. We did not pay this to leave, we did hear that it
is illegal to tax twice and only people who ask are trying to pull a scam. Only
other annoyance was by the Hibiscus, there was a row of shops which of course
encouraged you to shop, but by then entrance was a guy pushing ATV tours and
Solmelia employees were trying to sell time-shares.
We hope this helps, enjoy your trip.
http://www.tripadvisor.com/ShowUserReviews-g147293-d149395-r5607290Paradisus_Punta_Cana-Punta_Cana_Dominican_Republic.html May 12, 2007
8.
Traveler rating:
Punta Cana: Grand Oasis Punta Cana: "Gotta love Punta Cana "
SNYDER7, OKLAHOMA Aug 14, 2006
NO ELEVATORS
My husband and I just returned from our belated honeymoon at the Grand. We
stayed 7 nights and loved every minute of it! Our room was in building 2 on the
3rd floor. For those who don't want to strain your knees or are older...there are no
elevators. So request a ground floor room if you can.
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OVERBOOKED
The hotel was beyond capacity during our stay and we were given the option to
move to another hotel. They in turn would give us a return voucher to return to
the Grand at a later date. This would have been a good option had we known
more about the accomodations they we offering.
R&R
My husband and I have 7 children together and wanted to find peace and quiet
without our children on this particular trip. We were able to find it at the Adult
Pool, where we spent 6 of our 8 days. If for some unknown reason children do
appear tell the bartender to call security. The children will be removed
immediatley and tranquility will be restored!
**For you women out there who want to feel free... The Adult Pool allows topless
sunbathing.**
FOOD
ITALIAN
Reservations are required. They underbook and reservations are very hard to
come by so reserve early on. The food is good, but a very small limited menu to
choose from. We did have a misunderstanding with the host at the front door
which was quickly resolved by the coincerge.
AMERICAN GRILL
Reservations are required. The beef medallions were very good!
Our busboy was so much more courteous than our waiter so we ttipped him
$5.00, which was mcuh appreciated!
WINDOWS
No reservations. Buffet style. menu changes each evening but breakfast and
lunch are pretty much the same. Lots of variety! The pineapple is a MUST!
ON THE BEACH
No reservations required at lunch. Dinner reservations are required. Good switch
for lunch. Great view of the ocean.
DOMINICAN PEOPLE
Not enough can be said about the Dominican People. They are very nice and are
very hard workers. They sing and dance while doing their jobs.
By our standards they are overworked. They are working at least 12 hour days
with only 1 day off a week and are paid anywhere between $20 - $40 per week.
Needless to say your tips go a LONG WAY and are much appreciated.
LANGUAGE
Spanish is the predominant language spoken here but English is very much
understood. We found a majority of the visitors were French speaking or Spanish
speaking. English was the minority.
VENDORS
The vendors are very aggresive. The key here is not to avoid them, but to go into
their shops and look around. Once you are in their domain they become rather
docile. When haggling prices remember to be fair. They automatically shoot high.
If you think a T-shirt is worth $10.00 then offer $8.00 and then negotiate to
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$10.00. It works about 90% of the time. If the vendor won't come down to your
price walk away. There are always more vendors and if you are wanting to pay a
fair price for merchandise one of them will take the offer. Also, remember you
can get a better deal at the end of the business day. They have quotas that they
need to meet and will negotiate with you.
BEACH
The beaches are beautiful! White sand. There is much mention of the seaweed
which happens to be more like sea grass. The beaches are constantly being
cleaned and are very nice. The water is so warm and clear.
3 POOLS
The Lazy River Pool is a long narrow pool located between buildings 1 & 2 and is
for family pool.
Large Entertainment Pool is where all the pool activities take place. There is
music all day, a swimup bar and water sports all day. This pool closes at
7:00p.m.
Adult Pool. Small pool with Topless sunbathing, quiet and relaxing. Bartender.
Pool stays open til 11:00 p.m.
ENTERTAINMENT
The entertainment here is very good. There is a nice outdoor theatre with great
speakers. The Michael Jackson show on Saturday night is a MUST SEE. We
were amazed at the performances of all the entertainers.
CASINO
For the Gambler out there... A newly constructed casino is on the grounds.
No real complaints here! All in all we had a fantastic relaxing vacation. We will be
back to Punta Cana soon. Be sure to check several websites for the best deals.
We were able to get ours for under $900. per person for a 7 night stay through
Cheap Caribbean.
We hope you enjoy your vacation as much as we did ours!
http://www.tripadvisor.com/ShowUserReviews-g147293-d218492-r5610062Grand_Oasis_Punta_Cana-Punta_Cana_Dominican_Republic.html May 12,
2007
9.
Traveler rating:
Punta Cana: Occidental Grand Flamenco Punta Cana: "Best in Punta Cana"
A TripAdvisor Member, Pewaukee, WI Mar 29, 2004
Paradise at it's Finest!!! I had read all of the negative reviews for this hotel after
we had already booked our trip and I became nervous.
They had renovations over the winter and everything when we went was finished.
I went the week of March 19th-March 26th and it was a fabulous vacation. I went
to Punta Cana last year and stayed at the Pallidium Bavaro and Grand Flamenco
was just as nice if not better. The beach at this resort is so huge and so well
maintained. All of the restaurants where excellent. You have to remember that
the food there is different that in America or anywhere else. Not all of there food
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tastes good, but they have a large variety in which you can find plenty to eat. All
of there restaurants that required a reservation were fantastic. If you get a
chance, reserve a night meal at the oriental restaurant, it was so good. Our trip
got off to an amazing start. When we checked into the hotel, Julio at the front
desk gave me a number to call and to ask for him 24 hours a day/ 7 days a week
if we needed anything. That right there already relaxed us for our vacation. I
would like to complement there entire staff on being so helpful. It is amazing how
much english they can speak compared to last year. There entire front desk staff
new english and there bartenders in the lobby are AWESOME. My girlfriends
parents had a problem with there roof in there hotel room had two small leaks
when it rained one day, so we called Julio and he got them a new room which
was larger within ten minutes and it was just across the hall from there old room.
I have ZERO complaints for this hotel and there staff. It is a resort worth staying
at. Tip your Bartenders, your cleaning lady. One dollar to them is a lot. You don't
need to tip much, but they appreciate it. I learned down there that if you have fun
with the bartenders and staff, then they had a blast with you. Many memories
where had at this resort. The shows at night are a good time, they have the
BEST night club/disco in Punta Cana, the best beach, the best staff........ If you
don't believe me, just go there and you will see.
http://www.tripadvisor.com/ShowUserReviews-g147293-d247957-r1750804Occidental_Grand_Flamenco_Punta_CanaPunta_Cana_Dominican_Republic.html May 12, 2007
10.
Traveler rating:
Punta Cana: Riu Palace Punta Cana: "Great time at the RIU Palace Punta
Cana"
livandrea, Denver Jan 22, 2007
My family and I stayed at the hotel from Jan. 6 - Jan. 13. After reading several
reviews on the RIU Palace Punta Cana on this site I was a little nervous about
what to expect. I found the other reviews helpful in preparing for our trip so I
thought I'd throw my two cents in as well.
The hotel is certainly not without its problems. The first two nights we stayed
there our toilet would not stop running and wouldn't flush. We managed to get
somebody up to our room to fix it for good and recieved daily calls from the desk
for the rest of our stay making sure everything was in working order. The rooms
do smell a little musty, however I've never been anywhere with such high
humidity that the rooms don't smell musty. My brilliant cousin thought ahead and
packed a candle for our room. The rooms were nice with a spacious balcony.
The breakfast is wonderful, service is stellar. No complaints about lunch either.
The one place I would caution against is the "steak house". I've had a better meal
from street vendors...seriously it's that bad. Sir Oscar's is fabulous, the buffet is
great too, once you figure out what you like! Drinks are definitely not watered
down and I was quite a fan of the rum...very good mixing rum.
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I found, like many reviews say, that tipping goes a long way. The employees of
the hotels work so hard (literally from 11am-2am every day for some...I asked)
and certainly deserve it and are appreciative.
We never had a problem finding chairs at the beach at any time during the day.
You just have to look around a bit. The beach is very beautiful with some of the
softest sand I have ever felt.
Most of the staff knows conversational English, though I certainly am not a
traveler who expects to be spoken to in English in a foreign country. I know
enough conversational Spanish that it worked out quite well.
We took two tours while there...the outback safari through Apple Vacations and a
snorkeling tour. The safari was great. The Dominican countryside is lovely. The
snorkel tour was so so...the reef was great though, lots of fish...comparable to
Cozumel.
Overall I'd completely recommend this resort to anybody staying in Punta Cana.
It's goregous!!! We are already planning our trip back next year.
http://www.tripadvisor.com/ShowUserReviews-g147293-d611114-r6642352Riu_Palace_Punta_Cana-Punta_Cana_Dominican_Republic.html July 15, 2007
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