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Abstract

The objectives of this research are to study the context of community-based
tourism groups’ service quality management, to assess community-based tourism
groups’ service quality and to improve service quality of the community-based tourism
groups in Galyani Vadhana District, Chiang Mai Province. In this place, Participatory
Action Research (PAR), which is a Qualitative Research, was applied for an improvement
of community-based tourism service delivery. As for Quantitative Research, the 5" area
of community-based tourism standard Self-Assessment Form was used, under
“Community-Based Tourism Service and Safety” topic. Sample groups were selected
from the 4 community-based tourism groups in Galyani Vadhana District.

The results of this objective-oriented research could be explained in the
following manners:

1. As from an assessment performed on all the 4 community-based tourism
groups’ service quality management capabilities, it was found that both the strengths
and weaknesses of each group’s internal factors were different from one another’s,
depending on the individual group’s context. However, the external factors of all the

groups, both the opportunities and the threats, were quite similar to one another’s. This
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was owing to the fact that all these groups not only had gone through the same
development process but also lived in the same district areas.

2. For the pre-development self-assessment of all the 4 community-based
tourism groups, based on the 5th area of community-based tourism standard; it was
found that the overall service quality and safety of all the community-based tourism
groups were rated as “medium” (1.10 mean), also with “medium” level rated on
performances, including Ler Shor, Ban Wat Chan, Ban Dong Sam Muen and Ban Sao Dang
Groups (with means of 1.12, 1.24, 0.83 and 1.20 respectively).

3. The service quality improvement process of all the 4 community-based
tourism groups in Galyani Vadhana District, Chiang Mai Province, comprised 2 types of
activity, i.e. a combined process that was used for studying and developing community-
based tourism potential. This included a support on home-stay accommmodations, study
tours, service delivery training, tour programs design, service delivery assessment and the
tour program customized for the tourists under the research team’s cooperation.
Another was the process used for studying and developing each individual community-
based tourism group, which covered the following activities, knowledge exchanges
among the tourists in Galyani Vadhana District, meetings held for internal work
performances review so that the tourists welcoming procedures could be set up, group
coordinators nomination as well as the determination of tourism calendar and limited
amount of tourists.

4. For the post-development self-assessment of all the 4 community-based
tourism groups, based on the 5th area of community-based tourism; it was found that
the overall service quality and safety of all the community-based tourism groups had
been improved and moved up to “good” level (1.56 mean), with their performances
also changed in the same manner, i.e. improved and shifted to “good” level, including
Ler Shor, Ban Wat Chan, Ban Dong Sam Muen and Ban Sao Dang Groups (with means of
1.59, 1.63, 1.52 and 1.51 respectively). In relation to this, all the 4 groups had
successfully achieved the increased scores in all the 7 areas of their service quality and
safety improvement. These included: 1) The tour activities were obvious, safe and
appropriate in terms of community’s conditions, target groups and tour period; 2)
Accommodations; 3) Vehicles and Transportation; 4) Local Interpreters;  5) Hosts; 6)

Coordination and 7) Safety.



5. In order to assess the service delivery capability of community-based tourism
groups, based on the 5" area of community-based tourism standard, regarding
community-based tourism service and safety; the research team had then set up a
program for community-based tourism groups’ service delivery capability assessment.
Together with this, 4 experts on community-based tourism, including the representatives
from community-based tourism institutes and the community-based tourism business
owners, had been invited to take parts in the program, which involved an assessment of
all the 4 community-based tourism groups. The assessment was divided into 2
programs. And the result of this qualitative research showed that the assessment team
was satisfied with the activities, tour programs arrangement, accommodations, local
interpreters and safety. All the groups were found to provide good services with safety,
which were considered “impressive” to the tourists.

In conclusion, this research suggested that, in order to create impression on
tourists, local work units should provide supports for community-based tourism service
and safety standards improvement on a continual basis. This may be in the form of a

subsidy, training or a study tour, depending on the case.
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