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Abstract

Nakhorn Si Thammarat is considered a province with its distinctive features that has the potential
to be developed as health tourism destinations in the upper south of the country. This can be done
through strengthening in all aspects especially its relevant personnel. High potential employees is the main
indicator of success in health torism. Nevertheless, previous empirical research which deeply examines
these individuals is not substantial for setting a new policy and planning for personnel development in line
with the tourist needs. This will be the first study which deeply explores this group. This is a mixed-method
research which integrates both quantitative and qualitative methods of inquiries. It seeks to 1) explore
types, qualifications, personality competencies of health tourism personnel in Nakhon Si Thammarat, and
2) create a training course to develop their potentials. Quantitative data were obtained through a questionnaire
which was given to 400 tourists/ customers who were selected by accidental sampling. Qualitative data
were collected through in-depth interviews with 15 policymakers, representatives from public and private
tourism sectors; and focus group interviews with other 7 academics to elicit information regarding forms,
patterns of the newly developed course for training in the course of the study. These informants were
purposely selected. Then, 20 among them were recruited to participate in the training. Statistical analysis
was conducted for quantitative data including frequency, mean, standard deviation, t-test, and effectiveness
index (El). Content analysis was done for qualitative data from in-depth interviews and focus group discussions.
Results show that health tourism personnel can be divided into two levels. The first is management
level which includes investors and managers. They possess vital qualifications such as the ability to
communicate in Thai and Foreign languages, ability to make an operation plan, and also ability to create
the marketing plan. The second type is functional level which includes the therapists and receptionists.
Their main qualifications are having the ability to communicate in Thai and Foreign languages, having
specific knowledge for treatment, and giving information and ability to solve the problem effectively.

Results of the critical core competency are the desire to serve without showing irritability and keeping
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customer information secure. The critical generic competency includes delivering information on products
and services and having adequate knowledge of forbidden regulations and concerns for customers
with different religions and cultures. The functional competency deals with skills and ability to deliver
service correctly, choose the safest products for the treatment and book and amend service correctly.
The training curriculum was developed by using the data from research results earlier. After conducting
the focus group discussions with a group of experts, it was found that the course content is consistent
and appropriate to use as a model. The training course covers four topic areas, namely 1) reaching the
perfect customer service mindset, 2) English for spa receptionist and therapist, 3) performing first-aid, and
4) providing service using exotic local herbal remedies. The assessment result of training showed that the
volunteer trainees had increased their knowledge and indicated that the volunteer trainees’ satisfaction

with the training program was at the highest level, in all aspects be it about the contents or the trainer.

Keywords: Personnel Potential, Health Tourism Personnel
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