Chapter 12 - Case study:
Global HR at McDonald’s
Textbook page 297

Before attempting to answer the questions in the case study it is important to take note that there are many different customs in different countries and religions that have an influence on how we do business and treat people in different countries. The following information is important in terms of Arab countries and specifically Saudi Arabia:

In Saudi Arabia several aspects will have to be taken into consideration in any workplace. Men and women have very distinct roles in their household and the workplace which will also ultimately influence aspects such as teamwork, relationships between supervisors and their team members and manner in which tasks are allocated.

In certain cultures and religions there are customs that should be taken into consideration. In the Arab world a number of aspects are important. In terms of their values dignity, honour and reputation is important and this should be respected by foreigners as well. Family loyalty is extremely important and they view themselves as the most important. Personal distance is another factor. The Arabian people seek close personal relationships without great distance or intermediaries. Body and food odours are used to enhance human relationships. To view another person peripherally is impolite and to sit back-to-back is rude. This close interaction applies to interaction with family and friends but with strangers or mere acquaintances they may sit on opposite sides of a room or talk across to one another. In terms of business meetings it is very important that the first session should be devoted to getting acquainted with one another and they might pay little attention to the schedule or appointments during this time. When indicating sincerity they normally place their right hand on their chest near their hearts and the modern Arabs may precede this by a limp handshake. For those who are Muslims eating pork, drinking alcohol, gambling and prostitution is not allowed.

· In terms of males and females, men play a dominant role while they are protecting and respecting the females. In their homes the men are the head of the household whilst the women are the heart of the home and they have authority on family matters but in public this changes dramatically. Women defer to their husbands. In the Islam religion the women’s inherent inferiority is not advanced, only her difference. In some Arab countries there is a strict dress code and in others not. In some Arab countries women are illiterate and in others they are well educated. In some states they may hold jobs and drive cars and in others not. In some Arab countries women are not allowed to vote and most marriages are arranged. Foreign women should be very careful in terms of acceptable behaviour in Arab countries.

In terms of Middle Eastern business customs and protocol it is important that McDonalds take note of the following:

· nothing happens quickly and patience is a virtue

· trust is paramount and it is cultivated over time often with the assistance of a third party

· there is a trend nowadays of Middle Eastern Managers that they are becoming less paternalistic

· there is a significant difference in the way Arab managers respond to questionnaire items in their native Arabic language as opposed to English

· there are two dominant styles when negotiating namely competitive and collaborative

· foreigners are expected to build extensive training programmes for the local especially for project management

· Arabs are every emotional and sentimental people; friendship, loyalty and justice are extremely important to them

· they tend to be warm, hospitable, generous and courteous but there are stereotypes in terms of them being either very sincere and trustworthy or the opposite – and these generalisations are very dangerous

· shame must be feared, avoided or hidden – it means a loss of power and influence

· the tribal heritage influences and values a high degree of deference and conformity often expressed in a authoritarian tone

· individuals have a strong sense of place and shares in the group’s social prestige

· for a Saudi the “self” is buried deep within an individual in contrast to for example the American’s who are more open and close to the surface, men can often be seen touching each other in public whilst this is not done with females.

There are a number of aspects to take into consideration when doing business with Arabs. Commerce is a most blessed career and people are expected to be sound, shrewd and knowledgeable and the following practices are important to take note of:

· business relations are facilitated by establishing personal rapport, mutual respect and trust, business is done with a person and not merely with the company

· connections and networking are most important and vital to gain access to both private and public decision-makers

· negotiating and bargaining are commonplace processes and are an art

· decision-making is traditionally done in person requiring someone of a suitable rank and are normally not accomplishes by correspondence, fax or phone

· time is flexible

· marketing should be focused on specific customer-client segments

· socialisation in business is traditional (deals are not concluded normally under such circumstances) but women are normally excluded.

· foreign women will not only have to call upon inner resources, but take advantage of local networks and female clubs especially in expatriate communities

· communication is very complex and outsiders should show harmony and agreement following the host’s lead. Arabic as a language is high context, manifested with raised voices and much nonverbal body language (eye contact on first meetings with strangers is not common practice) and a side nod of the head is often used as affirmation

· there are many taboos such as: bringing up a business subject until you get to know your host, commenting on a man’s wife or female children over 12 years of age, raising colloquial questions, using swear words and off-colour humour, engaging in conversations about religion, politics or Israel, bringing gifts of alcohol, requesting favours from those with authority or esteem because it is impolite for them to say “no”, shaking hands too firmly or pumping, pointing your finger at someone or showing the soles of you feet when seated.

Source: Harris, PR, Moran RT and Moran, SV. 2004. Managing cultural differences - Global leadership strategies for the 21st century. 6th edition. Boston: Elsevier/Butterworth-Heinemann. p508-541

Answers to case study questions in textbook, page 298
1.
Identify cultural factors that might be important in a training programme for food handlers at McDonald's in Saudi Arabia.

In terms of McDonalds in Saudi Arabia a number of cultural factors will have an influence on the training programme, the content of the programme as well as the way that it is presented. They will have to take cognisance of the traditions, eating habits, use or avoidance of eye contact, role of women in business, the way that food is handled, the type of food served, interaction between managers and subordinates, interaction between customers and employees, religious requirements such as praying times and facilities etc.

Firstly during the selection process they will have to ensure that the right people are selected to handle and serve the food to the customers. They will also have to take cognisance of the typical stereotypes that may exist regarding certain cultures.

During the actual training programme care should be taken that nobody is offended and that they respect the customs in this country, which includes the roles of men and women, the food served during the training, the training schedule etc. A good idea may be to ensure that they make use of locals or people used to the customs in this country to provide the training.

In terms of the actual training they will have to ensure that foreigners are aware of the expectations, customs and requirements in the country and how they should handle the food, address the customers and also what is acceptable and what is not. This is imperative because McDonald’s needs to ensure that they do not offend any of the customers.

Another aspect is that all employees should know how to deal with customers in terms of personal relations. 

The challenge for McDonald’s will be to firstly find suitable candidates to employ and then to treat these employees in accordance with their customs and also McDonald’s expectation. Secondly the challenge is to ensure that the customers are served acceptable food in a manner that is also in line with the customer’s traditions and religions. 

2.
Rather than focussing on the differences, what similarities do you expect to exist among McDonald's customers and employers in both the United States and abroad?

The customers:

· Will expect the same standard of food and service than those in the US

· Will expect the same value for money

· They will all expect to be treated with dignity and respect

· Will expect to be served in accordance with the customs in their country

· Will expect that the foods served are prepared in an acceptable manner and that the food on the menu is in line with what they are allowed to eat

Employers:

· Will expect their employees to be productive and to adhere to all the rules and regulations

· Will expect their employees to treat all customers and employees with dignity and respect

· To market the McDonalds brand in a professional manner and to ensure that they maintain the same standard of service and products

· Will expect similar acceptable productivity and turnover
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