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Management Analysis of Tourism and Tour Guide Business of a Company
in Chiang Mai Province.
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ABSTRACT

The independent study is aimed to study about the internal management in operation department
and tourism business management of a company in Chiang Mai province to know operation problems and
obstacles being a guideline for the executive management team to develop company potential forward.
Management Function and Tour Business Management Concept was applied in this study. The Semi-
Structure Interview was used to collect the data from 14 interviewees separated into 3 groups are leader,
staffs and tour guides analyzed 2 parts which are Part 1 is about the internal management of operation
department and Part 2 is about operation procedure in tour business. The study found out in Part 1 content
with 4 management functions such as:

1. Planning: Operation staffs in this company create personal plans combined with 2 good
characteristics being practical and flexible but their plans lacked of an acceptation from concerning
department and participants due to operation staffs and tour guides work closely with clients and they had
to rapidly solve clients’ problems without informing other concerning for acceptation.

2. Organizing: This Company had designed job by job specialization and job enrichment which
focused on staffs’ skill variety. In doing so, one position responded for more than a task. Organizational
structure was designed by Hybrid Structure combined between Business Function and Market Driven. A
company was decentralization and chain of Command was short for fast communication and delegation
was processed by staffs and guides’ skill. For coordination, staffs were coordinators for their own jobs
responsibility and there was no role and regulation for coordination therefore it leaded to horizontal
coordination problems.

3. Leading: A leader of operation department in this company had good characteristics in technical
characteristic and lack of interpersonal characteristics. Different leadership types were chosen for staffs and
tour guides considering from contingency situation and member relations. For motivation, leader focused

on teamwork skill and encourage team members to know their important and be a part of team success.
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In doing so, staffs were fulfilled with responsibility and acceptation. Moreover, career path and achievement
were used to motivate staffs for efficiency output.

4. Controlling: This Company did not focus on controlling function but a company had a procedure
that operation staffs and tour guides were determined and scope the controlling requirement by service
quality. The standard or goal of staffs was created by staffs and submitted to Operation Manager to discuss.
Evaluation was compared with standard setting by executive management team. If a performance was not
reach the standard, a leader would involve and help staffs to improve and Operation Manager and Human
Resource Manager will participate and find the solution and conclusion for staffs in some severe cases. For
Tour Guides, there was not a working standard but good quality tour guides were assigned to work with the
company for preventing complaint. Tour Guide Performance had been evaluated by customer satisfaction.
Any complaints from customer would be investigated by operation staffs and report back to travel agents.
If the complaint was proved, operation staffs have to decrease job assignment and then stop assignment
for the further process.

Part 2: Tourism business procedures can be classified into 3 parts which are before, between and
after tour activities. It was found that staffs and tour guides were working closely together and connected
for support and help each other for successful trip and customer satisfied. Tour guides who were in high
ranking of popularity had different number of process and details of service comparing with tour guides

who were in low ranking of popularity.
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