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The study of approaches to staff trainings for service quality in cultural tourism
of Phuket, Phang Nga and Krabi provinces aims to 1) examine the needs for staff
training in service quality; 2) to investigate the staff training models and techniques for
service quality; and 3) to examine the networking processes involving in cultural tourism
of Phuket, Phang Nga and Krabi. The study was investigated through the sampling
selection processes from three different sector actors. These were 1) public sector
actors, consisted of 41 employees who worked for museums, historic and ancient as
well as religious monuments; 2) local level actors which included 10 different groups
from the Women and Housewives Groups, out of souvenir section and three local
communities from local leader groups who played significant role in managing local
community’s destination; and finally 3) private sector actors which were tourism
business entrepreneurs and souvenir retailers from four different companies.

The study employed various techniques for data collection. These included
focus group discussion, in-depth interviews, check lists and questionnaires. The data
were analyzed by statistical analysis through the use of Means, Frequency, Percentage
and T-test analysis. The results were presented in descriptive explanation, tables, and
figures with captions. The study's contributions can be summarized according to its
objectives as follows:

1) The study of the needs for staff trainings in cultural tourism shows that the
public sector actors and local level actors preliminarily identify the need for clearer staff

development plans of each organization which should be cohesive among the involved
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podies in order to work in harmony between them. They also specify the importance of
knowledge enhancement for public sector officials and its employees in urgent course,
especially the issues between knowledge, understanding and their coherence with arts,
culture and tourism industry. This will enablé and guide the staff's work performance,
including raising local actors and other involved sector actors’ awareness on culture
preservation. Another identified issue is associated with the research competence in
public sector actors who work in arts and culture, which can be too limited to apply the
research results for efficient development of their organizations or local communities.
Moreover, the study also highlights that local level actors, local leaders in particular
emphasize the need of staff training on community-based tourism management and
local involvement in tourism management. Meanwhile, the private sector actors point
out the significance of staff and organization development for readiness preparation to
meet the rising needs of cultural tourists. Their first priority involves‘the internal trainings
by educating all staff of all involved parties and organizations at every level, about the
cultural tourism modes, its destination and its activities, for instance.

2) The study of staff training model in cultural tourism highlights that explanatory
lectures and group discussions mode of training are required for the public sector. On
the other hand, the fieldworks, demonstrations and opinions exchanging meetings are in
contrast, required for local level actors. As for those of private sector, two different
levels of staff trainings are identified. These include pre-staff trainings prior to work and
staff training during their employments.

3) The examination on networking processes involving in cultural tourism
underlines that all the three involved sectors, which are public sector, local level sector
and private sector cohesively agree on the establishment of cultural tourism network.
This significantly requires clear roles, duties and activities of each sector, as well as fair
and appropriate benefit allocation of each sector.

The study contributions also show that there are six further underlying factors
for more proficient staff trainings in cultural tourism of Phuket, Phang Nga and Krabi
provinces. These include 1) the specification of target groups for each particular
training; 2) the specification of titles/syllabus of each training; 3) training timing; 4) the
selection of sites or locations for the trainings; 5) the selection of guest speakers and
their preparations; and finally 6) the use of tools and innovative techniques in the

trainings.





