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ABSTRACT

The objective of this research is to study diving business management using a case
study of Phoenix Divers on Koh Tao. This was done by studying and learning how the company
deploys and manages its available resources effectively in term of 5 factors: human capital,
financial assets, equipment, management methods and marketing. This research was completed
using both qualitative and quantitative methods. The qualitative method for this research was to
interview the manager/owner of Phoenix Divers and nine employees, while the quantitative
method was to analyze 58 questionnaires collected from customers who used the company’s
service.

The research showed that the management style of the company was single owner
management. There were 9 employees working for the company, and they were recruited by
considering their talents and experience. Regarding performance management, staff were assessed
on monthly basis. However, there was not specific performance management system in this
company. The revenue of Phoenix Divers primarily came from classes taught to customers, with
income based on the number of customers attending the course. Minor revenue came from
equipment rentals and charges for tour packages showing customers around the island. Location
was the most important factor considered by Phoenix Divers when they established their diving
school for visitors and enthusiasts. It had to be a in a community with a highly dense population,
where a school bus could be sent to and returned from the port, and full of facilities. The reasons
for the school establishment of the school were to promote and support eco-tourism, bring revenue
to the local economy and transfer or share proper diving knowledge with people. The most
common way most marketing and promotion was performed was through was the distribution of
flyers or leaflets at ports or on ships between the nearby islands.

The local guide was available to sell packages and describe activities of interest to
tourists at port and on board ships. In addition, advertisement on the internet and on web boards
was also available for tourists to find information about guided tours, updated promotional offers, |
travel costs, budgets, and contact information. The level of the satisfaction with services shows that
the majority of consumers were satisfied with the products provided by the diving school and
distribution channels. There was also high level of satisfaction with prices and promotion of the
market, -

Suggestions from research are that there should be better coordination among
employees, clear and transparent management, a better monitoring system and better equipment
maintenance and care, especially checking the condition of used equipment. Moreover, there
should be more recorded documents as an audit trial, event data, documents and images should be
prepared into multiple languages for convenience; there should not be overly complex language to
reduce the chance of miscommunication. The release of advertisements in the guidebook and other
published accounts of tourist activities in Koh Tao should be more frequent.
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