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Discussion
This research is motivated by the realization that many service companies, even
multinationals that are engaged in international operations, neglect the adaptation of
service protocols to account for differences in cultural values, particularly in emerging
markets that seem to be quite homogeneous. We contribute to previous research that
looks at how consumers’ service quality assessments vary depending on cultural
aspects, by examining cultural influences on service quality expectations and
evaluations within a local market. Specifically, we analyzed an emerging market, Chile,
from two perspectives: first, country/region of origin as a proxy for “culture,” as it has
been frequently analyzed in the services marketing literature; and second, individual
cultural values, to contribute a new perspective which seems adequate given the
increasing globalization of markets (Sassen, 1998), and the recognition that consumers
with the same nationality may vary in their cultural characteristics (Poulis et al., 2013).
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