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The objectives of this research are: 1) To study personnel competencies in
hotel business at Chanthaburi province 2) To develop personnel training curriculum
and “Chanthaburi model” which is a prototype of human capital development
process in hotel business at Chanthaburi province for serving ASEAN standard
3) To conduct personnel training for hotel businesses in Chanthaburi province to
enable them to attain ASEAN standards 4) To create integrated marketing for tourism
in Chanthaburi province via social media and 5) to study suidelines for human capital
development and enhancement in hotel business in Chanthaburi province for serving
ASEAN standard. The research methodologies are as follows:

Research Sub-Project 1: Guidelines for human capital development in
terms of personnel competencies in hotel business at Chanthaburi province for
serving ASEAN standard. The research methodology used is a mixed methodology
with a quantitative approach collecting data from 400 questionnaires answered by
samples from hotel clients in Chanthaburi Province and qualitative approach
collecting data from an in-depth interview with supervisors and personnel total 218
persons.

Research Sub-Project 2: The curriculum development and training
model to develop human capital in hotel business at Chanthaburi province for
serving ASEAN standard. This research used an integrated research approach. The
curriculum was drafted and developed by using research sub-project 1’s results. The
approaches for curriculum developing were focus group conference with 20
professionals and hotel entrepreneur representatives (2 times), personnel training for
hotel businesses in Chanthaburi province for 120 trainees, training outcome
assessment, and focus group conference for creating “Chanthaburi model”

Research Sub-Project 3: Integrated marketing communication for tourists
in Chanthaburi province via social media is an integrated research approach and the
approaches of collecting data are as follows 1) studying, data gathering, and
information development and tourist information in Chanthaburi province were

studying process of documentary research 2) creating integrated marketing plan by
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collecting data from focus group conference consisted of 28 attendees from
entrepreneurs, representatives from Tourism Authority of Thailand, Tourism
Association, Hotel Association, government agencies, and related marketing
professionals 3) providing an online marketing training course for 50 entrepreneurs
and related persons, including hotel entrepreneurs, representatives from government
agencies, Chanthaburi Tourism Association, and hotel association.

The research: Guidelines for human capital development and
enhancement in hotel business at Chanthaburi province for serving ASEAN standard
synthesized knowledge gained from the integration of research sub-project 1-3
results, and conducted focus group conference from 20 stakeholders in order to
come up with guidelines for human capital development and enhancement in hotel
business at Chanthaburi province for serving ASEAN

The results of the studies are as follows:

1. To study personnel competencies in hotel business at
Chanthaburi province

Found that entrepreneurs and human resources supervisor were aware
of the enhancement of hotel personnel in order to serve tourism professional
standard and concerned about the importance of quality personnel development in
order that such personnel would be ready to compete with others in accordance
with any aspects of business expansion by focusing on the point of personnel
improvement on satisfying client needs, while the supervisor and client’s perception
of personnel competencies agreed that housekeeping and food and beverage
personnel were aware of their competencies less compared to personnel in front
office and food production department. The research also indicated guidelines to
develop human capital in terms of competencies for housekeeping and food and
beverage supervisors were training them on the topics of leadership skills, coaching,
collaboration with others, and customer service psychology. To develop
housekeeping personnel, some skills should be trained including special techniques,
English and Cambodian, security, and service. For food and beverage personnel, the
skills should be improved including type of foods and beverages, dinning service

techniques, English and Cambodian, and customer service psychology.
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2. To develop curriculum and “Chanthaburi Model” for hotel
businesses in Chanthaburi province to serve ASEAN standard

1) Development of a personnel training course for hotel
businesses in Chanthaburi province to meet ASEAN standards. There was an
analysis about problems of hotel businesses in Chanthaburi; Turn Over issue,
especially in food and beverage unit, most personnel in the position of housekeeping
are senior or Cambodian labors that lack skills and experiences in their respective
duties, lack English communication skill with customers, and also abilities to train
their juniors. All these issues lead to the need of development in personnel training
for hotels in Chanthaburi. 1) Hotel businesses’ owners require that their personnel
have efficiency in their work performance both in Core Competency and Functional
Competency, and require that their personnel have patience in servicing customers,
and also are with English communication skill. 2) Department leaders are required to
have potential in work management and can train their staff well. 3) Personnel are
required to work under their related work scope. With all these requirements, it was
lead to the development of the training course to meet the ASEAN standards which
are as follows. 1) the training course for capacity development for Housekeeping to
meet the ASEAN standards 2) the training course for capacity development for
personnel in Food and Beverage unit to meet the ASEAN standards 3) the training
course for capacity development for supervisors to meet the ASEAN standards.

2) Chanthabuti Model is the development guideline to lift personnel
capacity in hotel businesses in Chanthaburi, which will provide potential labor,
self-development and learning ability to adapt to staff’s respective works.
Chanthaburi Model consists of personnel development process starting from youth
development in service minding and being well in Hospitality, by making them love
their hometown (Chanthaburi) and want to development their home to support
qualitative tourism. The following process is Recruitment and Selection, personnel’s
skill might not be related to their work scope as of the lack labors or with the need
of accepting foreign labors. The heart of development is Training, in order to develop
personnel skills to meet the standards with many short trainings to knowledge
expansion. On the job training is selected to train personnel to adapt to their actual
works by not wasting their actual work time. Online media is also selected to be part
of the training ie. Youtube, watching clips can expand staff’s knowledge and develop
their English communication skills. Hotel businesses owners should work together

with universities, colleges, polytechnic colleges in order to train and develop in many
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career skills with short course trainings. Lastly there should be continuality of
evaluations and the supports of personnel development.

3. Personnel training in hotel businesses in Chanthaburi province to
meet ASEAN standards. There were 3 main training courses with 5 days period and
120 attendees. The training processes were 1) a theory lecture starting from tourist
trends, management technique, work scope of each department 2) workshop training
with one-on-one practice or small group workshop 3) fieldtrip to knowledge
expansion for all training attendees, make them understand their work scope and be
able to adapt to their actual works 4) evaluation after 5 days training from all 3 main
personnel sections 5) follow up after 6 months after the training, check whether
personnel could bring all knowledge from the training course to develop in their
work and be able to advise those who missed the training course.

4. Creating integrated marketing for tourism in Chanthaburi province
via social media. Target tourists in Chanthaburi province were quality tourists
including elderly travelers, travelers spending more than 6,000 baht per a trip and
staying at one place more than 2 nights. The province also focused on business
travelers coming for jewelry trading. The market objectives including “ Chanthaburi
province generates more revenue from the tourism sector and Chanthaburi province
is quality travelers’ destination”. There were 8 strategies as follows:

Strategy 1: business and customer behavior analysis to serve social
media applying

Strategy 2: personnel training about social network

Strategy 3: marketing for tourism competitive advantages

Strategy 4: business analysis and focusing on Chanthaburi province
customers for the market growth

Strategy 5: marketing mixed strategy

Strategy 6: promoting activities related to tourism using social network
as a tool for participating, such as photo contest or clip video contest

Strategy 7: Creating Cooperate Social Responsibility (CSR) trends in
terms of tourism aspects and encouraging tourists to participate via social media

Strategy 8: social media using assessment and modify business

processes
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5. Studying guidelines to develop and enhance human capital in hotel
business in Chanthaburi province to serve ASEAN standard

1) Workforce before entering hotel business (Input). Perception and
attitude about service should be cultivated among children and teenagers. Working
in service industry is considered an honor occupation and generates good income to
support oneself. Also, the sense of loving hometown and being a good “host”
should be cultivated. Education Institutes should produce graduates being equipped
with skills in accordance with the needs of hotel enterprises.

2) Personnel competencies development training during working in
hotel business (Process) including personnel competencies development training to
serve ASEAN standard, and fringe benefit system development and hotel personnel
take caring

3) Personnel take care before retirement (Outflow)



