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Project Summary

Innovative Curricula for Lifelong Learning of Sustainable Tourism Workforce
/INNO4Tourism (Project I1D: 101129247 — INNO4TOURISM — ERASMUS-EDU-2023-CBHE) is a
Capacity  Building for Higher Education Project, funded under the
ERASMUS-EDU-2023-CBHE Call. The general objective of the INNO4Tourism project is to
contribute to the alignment of HEIs in Thailand and Lao PDR with the rapidly changing
hospitality and tourism labour market, so that the employability of students and recent
graduates is enhanced, along with the skills and knowledge of current employees.
Through cooperation with universities and relevant organizations from Europe, it will
enable their expertise and European good practices and policies to be transferred and
adapted, benefitting the Asian higher education institutions (HEIs) and systems in
general. It proposes an international cooperation mechanism in order to update,
modernize and improve higher education in Asia, aiming at the partner countries’
socio-economic recovery, growth and prosperity in the context of the current economic
globalization, decline in human development, fragility and rising socio-economic and
environmental inequalities caused by the COVID-19 pandemic.

The project proposes effective solutions for global challenges, externalizing relevant EU
policies and initiatives that promote inclusive sustainable growth and a green economy,
thus demonstrating the EU added value. In view of the above, the project aims to
achieve the following objectives:

1. Improve the academic offer of HEIs and students’ access to innovative curricula
on sustainable tourism in the form of online, non-degree courses (sustainable
tourism -inclusive and accessible tourism-, tourism entrepreneurship and
management, digital skills, soft skills, e.g., problem-solving, time management,
teamwork).

2. Improve the skills of current and future students of hospitality and tourism
programmes according to the labour market needs.

3. Upskill/reskill the hospitality and tourism workforce and recent graduates,
addressing market gaps/needs to boost their employability.

4. Strengthen the skills of HEIS' academic/ teaching staff on developing innovative
curricula and introducing innovative elements in existing curricula on sustainable

tourism.



Enhance teaching skills of academic/ teaching staff in hospitality and tourism
programmes (including learner centred and problem-based teaching and
learning).

Increase the capacities of HEIs’ administrative staff on active cooperation with
the hospitality and tourism sector and/or other relevant stakeholders and
provision of holistic career services to hospitality and tourism students and
graduates.

Enhance students’ and graduates’ students access to modern and holistic career
services.

. Enhance the active engagement of HEIs with the business world to address
mismatches between the requirements of employers and the offer of HEIs in the

hospitality and tourism sector.
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Executive summary

The national report is an integral part of Work Package 2: Identification of skills demand
in sustainable tourism. This national report on Thailand reports the results of the study
conducted aiming to identify skills demand and gaps in current hospitality and tourism
workforce in Thailand. The study encompasses a comprehensive analysis of three main
sources of information including 1) secondary sources in the literature through desk
research, 2) online survey with 51 industry practitioners and 3) 11 semi-structured
interviews with industry experts. The study field work was conducted mainly in Chiang
Mai and Phuket in April 2024.

It was clear from the results of the study that there exist many skill gaps in the
hospitality and tourism workforce in Thailand, and these skill gaps are in high demand
in the industry. Based on the literature review on relevant industry reports and
academic research, the tourism industry in Thailand strongly demands a diverse skill set
from employees, including proficiency in digital technologies, adaptability to changing
work patterns, and a strong service-oriented mindset, alongside language and computer
skills, and industry-specific knowledge, green and sustainability mind set and skills as
well as entrepreneurial and managerial skills, amid a projected increase in demand for
skilled workers post-pandemic, necessitating targeted educational and training
programs to address the skills gap emphasized by hospitality and tourism businesses.
The results from the primary research both the survey and the semi-structured
interviews confirms the findings from the literature, and further highlights the necessary
skill gaps, particularly in the areas of sustainability, digital, and entrepreneurship skills.
In addition, the study offers insights into details of specific skills required in the three
areas of the aforementioned skill sets. The study highlights the needs for urgent actions
to be taken in order to equip the hospitality and tourism workforce, both university
students and current employees with these vital skills in order to increase the work
quality, competitiveness and sustainability of the industry. It is important to note from
the study results that the required skills need to be developed both in the university to
students and through life-long learning platforms to the industry workforce.

In addition, it vital for key stakeholders in the industry including the governments at all
levels, relevant public bodies, business associations, business operators and HEls to
collaborate in developing holistic and quality education and capacity building
curriculars and programs aiming to develop the required skills of the workforce in order
to help raise the quality and sustainable operations of the hospitality and tourism in
Thailand.



National Report on skills demand and
gaps in the current hospitality and
tourism workforce in Thailand

This study aims to conduct an analysis of essential knowledge and skills gaps that
are required in the hospitality and tourism sectors in Thailand, especially in the areas of
sustainability, digital, entrepreneurship and soft skills. Based on an analysis of skill sets
identified in the literature and primary data collected for this study, the results of the
study offer insights into the discrepancies in skill sets required in the hospitality and
tourism industry in Thailand. The findings from this research can be used to draw
conclusions and inform educational institutions to be able to develop meaningful
curricula that responds to manpower development needs in terms of sustainable

tourism, entrepreneurship and management, digital, green, and soft skills.

The study is designed to comprise multiple stages of data collection. The first phase
of the study involves desk research to identify current hospitality and tourism industry
workforce situations and the existing knowledge and skill gaps in the industry. The
second phase of the research utilises a mixed method approach to the study (Creswell,
2014) in order to gain in-depth understanding into current industry manpower situations
and skill gaps, particularly in the areas of sustainability, entrepreneurship and green. In
this phase, 11 in-depth interviews with industry experts and 51 questionnaires targeting
industry practitioners and academia were collected via online survey. The interview
guidelines and survey questions were developed based on previous literature relating to
the topics. Drafts of these instruments were peer reviewed and revised based on

comments from the consortium members. Then, the instruments were translated into



Thai language. The data collection was carried out mainly in Chiang Mai and Phuket
during April 2024.

The tourism and hospitality sector plays a central role in the economic contribution
of many nations, emerging as one of the largest, fastest and most dynamic growing
industries globally. Projections from the World Tourism Organization suggest that this
industry will persist in expanding, thereby creating more employment opportunities in
the twenty-first century. Simultaneously, as the tourism and hospitality industry
flourishes worldwide, consumer expectations for quality are escalating, accompanied by
a diversification of consumer preferences. Conversely, competition among firms, both

domestically and internationally, is intensifying (Kusluvan, 2003).

Given these dynamics, the workforce emerges as the linchpin of any organization,
representing its most valuable asset in meeting customer expectations and
distinguishing itself amidst competition (Elshaer & Marzouk, 2020). It is widely
acknowledged that the tourism and hospitality industry is particularly reliant on labor.
In essence, this sector is noted for employing a greater number of individuals per

monetary investment compared to other industries (Kusluvan, 2003).

Over the past decade, the Asia-Pacific region has undergone a remarkable
transformation, establishing itself as a favored destination for travelers of diverse
interests. This region has witnessed significant surges in both domestic and
international tourist arrivals, accompanied by substantial growth in tourist spending.
Among the standout destinations in this region, Thailand has emerged as a global
leader in the travel industry. Renowned for its diverse cultural offerings, Thailand
captivates visitors with its tantalizing cuisine, breathtaking landscapes, and vibrant

cultural heritage.



As expected, the tourism sector stands as a significant pillar of Thailand's economy,
making substantial contributions to its overall GDP. Moreover, tourism holds the
distinction of being one of Thailand's largest employment sectors, providing livelihoods
for a considerable portion of the population. Notably, Thailand secured the seventh
position globally in 2022 for having one of the highest numbers of individuals employed
within the tourism industry. According to the Statista (2024), the tourism sector in
Thailand employed nearly four million individuals in 2021 (See Figure 1). This marked a
slight decline from the preceding year, attributable to the profound effects of the
COVID-19 pandemic on the tourism industry.

Figure1l: Number of Employees in the Tourism Sector in Thailand from 2017-2021

Number of employees in million
4.39 4.37

4.32
I I I 3-91 |
2017 2018 2019 2020 2021

Source: Statista (2024)

Furthermore, following the COVID-19 pandemic in Thailand, many workers remain
hesitant to rejoin the hospitality sector. Consequently, the tourism and hospitality
industry in Thailand is grappling with a shortage of labor. The Ministry of Labour has
expressed apprehension regarding personnel deficits in this sector, particularly as
Thailand continues to welcome a growing number of international travelers. Recently,
the ministry conducted a survey on labor shortages within the tourism industry,
revealing that out of 32,359 establishments across 60 provinces, approximately 1,817

operators are in need of workers. Notably, Phuket, Chiang Mai, Chon Buri, Phang Nga,



and Surat Thani emerged as the top five provinces facing shortages of workers in the

tourism industry (Thailand Business News, 2023).

The Ministry of Labour in Thailand has expressed concerns about labor shortages,
particularly as international travel resumes. Recent surveys indicate significant needs
for workforce in various provinces, with Phuket, Chiang Mai, and others showing notable
deficits (Open Development Thailand, 2020; Ministry of Tourism and Sports, 2022). While
the reports indicate that the demand for workers in the tourism sector is expected to
rise post-COVID-19, there is a notable shift in the nature of entry into these roles,
highlighting a shortage of requisite skills for newcomers to the labour market.
Companies within the industry are specifying particular skills needed for employment,

thereby impacting the adequacy of labour demand.

The post-pandemic era has highlighted a skills and knowledge gap in the tourism
and hospitality workforce, emphasized by shifts in consumer behaviour and the need for
technological adaptability in service delivery (Brozovi¢ & Saito, 2022; Next Tourism
Generation Alliance, 2020). Addressing these gaps requires targeted educational and
training programs to align with industry demands, thus ensuring the workforce is
prepared for future challenges and can contribute effectively to organizational and

economic success (Phonkaew et al., 2020).

Research into the skills and knowledge required by the tourism and hospitality
workforce has been ongoing, with studies highlighting the importance of teamwork,
customer service, and adaptability among the top required skills (Economic Insight,
2019; Torrens University, 2023). Additionally, a study specific to Thailand's workforce
underscored the need for language and computer skills, strong work ethics, and
industry-specific knowledge to enhance competitiveness and employee development

(Lertwannawit et al., 2009).

Furthermore, issues highlighted by The Ministry of Tourism and Sports include the
evolving work patterns within the tourism and services sector post-COVID-19. This

includes the necessity for digital skills due to the shift towards online formats like 020



(Online to Offline), resulting in expanded job duties and responsibilities. Amidst
business slowdowns, roles have become more integrated, with employees taking on
diverse tasks. Moreover, there's a trend towards businesses adopting partnership
models over traditional employment, wherein both parties share profits rather than
employees receiving salaries. This shift aligns with entrepreneurial styles, facilitating
adaptation to digitalization and meeting changing tourist behaviours. Businesses are
now focused on creating selling points tailored to post-pandemic tourism behaviour, as
well as investing in online marketing and sales strategies to remain competitive in an

evolving landscape.

Additionally, issues gathered and reported by the Economic, Tourism, and Sports
Division revealed challenges within the education sector. The sector must balance
meeting the expectations of entrepreneurs and those of students/parents, ensuring
individuals are equipped with knowledge, skills, and attitudes suited to the competitive
tourism landscape. Education must transcend mere knowledge acquisition, focusing on
practical skills and fostering adaptability to real-world scenarios, alongside cultivating
service-oriented attributes and resilience. Adjustments are necessary across curriculum,
teaching methods, internships, and assessment processes to align with industry
demands and evolving student needs. A teaching model emphasizing practical skills
over theoretical knowledge is essential, avoiding a disconnect between theory and
real-world application. Identified gaps should inform future workforce development
strategies, emphasizing: understanding theory through case studies, fostering relevant
skills alongside knowledge, addressing limited teacher experience, expanding
skill-building internships, addressing English language limitations among teachers, and
enhancing specialized knowledge, including Thai culture and digital literacy, within the

education system to support tourism industry.

Thus, for Thailand's tourism industry to elevate its standards in tandem with the growth
of its workforce potential and improve labor quality, the following key issues can be
highlighted.

e Employment: The tourism and hospitality sector in Thailand offers numerous job

opportunities and is expected to continue growing despite fluctuations due to the



COVID-19 pandemic, prompting significant shifts in work patterns towards greater
integration and diversity, alongside a growing need for digital skills, with
businesses adopting partnership models to adapt to changing consumer
behaviors and technological advancements.

e Skills and knowledge requirements: The evolving nature of the tourism industry
demands a diverse skill set from employees, including proficiency in digital
technologies, adaptability to changing work patterns, and a strong
service-oriented mindset, alongside language and computer skills, and
industry-specific knowledge, crucial for competitiveness and employee
development, amid a projected increase in demand for skilled workers
post-pandemic, necessitating targeted educational and training programs to
address the skills gap emphasized by businesses.

e Tourism education: The education sector faces the challenge of aligning its
offerings with the evolving demands of the tourism industry. This requires
adjustments in curriculum content, teaching methods, and assessment processes
to ensure graduates are equipped with practical skills and industry-relevant
knowledge. Additionally, addressing language barriers and enhancing specialized
knowledge, including digital literacy and Thai culture, are imperative to support

workforce development in the tourism sector.

Additionally, scholars and experts in the field of tourism and hospitality industry
have expressed concerns about the skills and knowledge gap that has emerged due to
the unprecedented changes following the COVID-19 pandemic (Next Tourism Generation
Alliance, 2020). These changes have been observed on both the supply and demand
sides of the industry. On the demand side, various studies have highlighted shifts in
tourists' behaviors, encompassing changes in individual preferences, consumption
habits, and lifestyles. Meanwhile, the supply side has also undergone several alterations
in operational and managerial aspects, such as the integration of technology and
heightened flexibility in business models (Brozovi¢ & Saito, 2022). The companies need
exceptionally skilled employees equipped with the knowledge and expertise to deliver
top-notch services that cater to the ever-changing needs of customers. Therefore, it is

imperative to attract, retain, and effectively utilize talented individuals to gain a
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competitive advantage in the tourism and hospitality industry. Nonetheless, the specific
essential knowledge and skills required for the workforce after this unprecedented
crisis, particularly within the tourism and hospitality industry, remain relatively

unexplored.

In addition, research into essential knowledge and skills required by the current
workforce in the hospitality and tourism field shows that teamwork, customer service
skills, flexibility, industry knowledge, computer literacy, problem-solving skills, green
and entrepreneurship mindset and skills were among the most vital skills (Economic
Insight, 2019). These identified skills align with the crucial skills suggested by the
Torrens University in Australia. They outlined ten essential skills needed, which
encompass customer service, teamwork, organization and time management,
communication, problem-solving and initiative, resilience, attention to detail, conflict

management, emotional intelligence, and industry knowledge (Torrens University, 2023).

In the context of Thailand's hospitality and tourism sector, a prior study
conducted by Lertwannawit et al. (2009) explored the correlation between career
competencies and the career success of Thai employees. Their findings highlighted
several key factors contributing to organizational success, including proficiency in
digital/IT and language skills, strong work ethics and spirit, effective teamwork,
leadership, management and entrepreneurial skills and industry-specific operational
knowledge and skills including sustainability and green skills for long term operations.
The study underscored the importance of aligning human resource policies, programs,
and activities with these results to enhance firms' competitiveness and foster employee

development.

The results of the aforementioned study coincide with those of Phonkaew et al.
(2020), whose research delved into the anticipated competencies sought by newly
recruited employees entering Thailand's hospitality and tourism sector, as perceived by
employers. According to their results, employers in Thailand's hospitality and tourism
sector emphasized the importance of certain competencies for new employees. These
included desirable attitudes such as a service-oriented mindset, enthusiasm for work,

and positive outlook, followed by proficiency in foreign languages (particularly English

1



and a third language), as well as strong communication and interpersonal skills.
Additionally, the significance of fundamental values and virtues such as honesty,
patience, and work ethic was underscored. Given that the hospitality and tourism
industry revolves around service provision and human interaction, the success of
employee performance, and consequently, organizational success, largely hinges on
employees' soft skills or non-technical abilities (Shekhawat, 2012; Hurrell, 2016; Singh &
Jaykumar, 2019).

These findings resonate with the Human Capital Theory (Becker, 1975), which
posits that individuals who invest significantly in human capital attributes, such as
education, training, and experience, tend to demonstrate higher levels of job
performance and subsequently attain greater organizational rewards. According to this
theory, an individual's career advancement and success hinge on the quantity and
quality of human assets they bring to the labour market (Becker, 1964), and their
compensation is closely tied to the skills and experiences they bring to their work. This
underscores the critical importance of continuously updating knowledge and addressing

skills gaps within this sector.

However, it is crucial to acknowledge that the hospitality and tourism industry is
dynamic and varies significantly from one context to another. The essential knowledge
and skills needed, particularly in the post-COVID-19 pandemic era, from the workforce in
the ASEAN region, specifically in Thailand and Laos, have not been thoroughly examined.
Furthermore, these countries continue to grapple with a shortage of qualified personnel.
The service quality, management skills, and quality of staff often fall short of meeting
the demands of rapid tourism and hospitality development. Concurrently, the
hospitality industry faces a myriad of pressing issues that require swift resolution,
including the low quality and skills of employees, an imbalanced distribution of human
resources, and inadequate training levels (Phonkaew et al., 2020). Addressing these
challenges hinges on conducting surveys to assess the specific situation of employees
and identify the skills needed for the future. This proactive approach will enable
stakeholders to capitalize on emerging opportunities and bolster the development of

the Thai tourism and hospitality sector.

12



The study results reported in this section are based on the online survey conducted
in Chiang Mai and Phuket, Thailand in April 2024. In total, 51 respondents including
hospitality and tourism industry practitioners and academics participated in the survey
(25 respondents from the survey launched in Chiang Mai and 26 respondents from the
survey carried out in Phuket). The online survey was implemented with the assistance of
local hospitality and tourism related tourist associations. For example, the survey in
Phuket was distributed to the industry networks of Phuket Tourist Association. Profile of

the respondents is presented in Table 1.

Table 1 Respondent profile (n = 51)

Province Frequency Percent

Chiang Mai 19 37.25
| Payao 1 1.96 |

Chiang Rai 3 5.88
| Bangkok 3 5.88 |
| Phuket 23 4510 |

Krabi 2 3.92

Occupation

Hospitality and tourism lecturer 4 7.84
| Hospitality and tourism business owner 1 21.57 |
| Hospitality and tourism business manager 27 52.94 |

Hospitality and tourism staff 9 17.65

Work experience

10 years or less 22 4314
| 11 - 20 years 22 4314 |
| 21 - 30 years 5 9.80 |
| > 30 years 2 3.92 |

As indicated in the profile of respondents reported in Table 1, 38 respondents
(74.51%) of total number of respondents are either business owners or managers. 29

respondents (56.86%) report that they have more than 10 years of work experience in
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the hospitality and tourism industry. This shows that the respondents generally have
good experience and expertise in the hospitality and tourism industry. In addition, the
survey result clearly suggests that the respondents were fully aware of the current
situation of the tourism and hospitality industry in Thailand with the mean value of 4.65
on a 5-point Likert scale (SD = 0.69).

The respondents were asked to assess the degree of tourism development in their
locality, considering factors such as infrastructure, environmental sustainability, and
visitor experience. The results reported in Table 2 offer diverse opinions in their
assessment. Approximately 70% of respondents considered the tourism development in
their local areas to be at the developing and the moderately developed stages. The
results suggest potential areas for further development for these tourism destinations.
Nevertheless, more than 20% of the respondents assessed the tourism development of
their locality to be over developed. This raises potential issues and concerns about

sustainability management in tourism destinations in the studied areas.

Table 2 Degree of tourism development

Degree of tourism development Frequency | Percent
Not Developed: Limited tourist infrastructure, minimal visitor
amenities, and low tourist traffic. ‘ e
Developing: Basic tourist infrastructure in place, moderate
environmental impact, and increasing visitor numbers. 1 o
Moderately Developed: Well-established tourist facilities,
moderate environmental management, and steady visitor 18 35.29
flow.
Developed: Extensive tourist infrastructure, sustainable
environmental practices, and high visitor satisfaction. ’ 000
Overtourism: Overwhelmed infrastructure, significant
environmental degradation, and negative impacts on local 11 21.57
communities and culture.

14



Total 51 100.00

In addition, the survey finding revealed the opinion of the respondents to be
neutral when asked whether they believed that sustainable tourism was common in
Thailand. The scored was reported on a mean of 3.00 (SD = 1.04) on a bipolar scale of 1
to 5, where 1 represents “not at all” and 5 represents “totally”. In terms of sustainable
practices incorporated into professional activities, respondents identified “Procuring
goods and services locally”, “Providing guidance to customers regarding local activities
available at their destination”, “Purchasing environmentally friendly products” and
“Adhering to governmental regulations concerning tourism activities” the four most
frequently practised sustainable tourism activities in their organisations. On the other
hand, “Offering wages that surpass the minimum standards mandated by the
government” and “Supporting wildlife conservation efforts in destinations offered by

the company” are two least practised activities reported in the survey.

Table 3 Sustainable tourism practices incorporated into professional activities

Sustainable tourism practices incorporated into professional activities Frequency Percent
Procuring goods and services locally. 34 9.60
Providing guidance to customers regarding local activities available at their 1 o
destination.

Purchasing environmentally friendly products. 30 8.47
Adhering to governmental regulations concerning tourism activities. 30 8.47
Participating in initiatives to reduce, recycle, and reuse materials within the 29 o
office.

Cultivating mutually beneficial business relationships with local communities. 29 8.19
Engaging in initiatives aimed at conserving energy. 27 7.63
Contributing to community projects, encompassing both tourism-related and 3 .
non-tourism-related endeavours.

Integrating elements of local culture into the office environment and design. 23 6.50
Recruiting local personnel for both managerial and non-managerial positions. 19 &1/
Establishing strategic partnerships with suppliers to advance sustainable 19 o
tourism objectives.

15



Sustainable tourism practices incorporated into professional activities Frequency Percent
Establishing a documented standard procedure for all sustainability efforts 17 G
within business operations.

Providing tailored facilities for individuals with disabilities. 17 4.80

Offering wages that surpass the minimum standards mandated by the 13 f

government.

Supporting wildlife conservation efforts in destinations offered by the company. 13 3.67
Total 354 100.00

Furthermore, respondents were asked to identify key obstacles for the
implementation of sustainable tourism practices in their professional activities. The
results can be summarised to include the following hinderances in their workplaces as

follows.

e Lack of knowledge, information, awareness, manpower and skills
e Lack of access to suitable equipment and materials

e High cost of implementation/Lack of fund

e Lack of government incentives, support and policy enforcement
e Inconvenience and time consuming to implement

e Lack of customer understanding and cooperation

t was also reported from the survey that 20 respondents (39.22%) believed that
there existed necessary training programs on sustainable tourism practices in Thailand.
Whereas, 9 respondents (17.65%) thought that there were no necessary training
programs on sustainable tourism practices on offer in Thailand. However, the largest
proportion of the respondents (22 persons, 43.14%) did not know whether there were
any training courses on this topic available. Respondents who indicated that they were
aware of existing training courses in sustainable tourism further provided examples of
such available training programs and where they were offered. These training programs
are listed in Table 4. Less than half of the sample (22 from 51 - 43.14%) in the survey
reported that they have received training on sustainable tourism, while 26 respondents
(50.10%) indicated that they have not participated in any sustainable tourism training

courses. The rest of the respondents did not provide answers to this question.
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Table 4 Available sustainable tourism trainings/courses and where they are being

offered.

Training program Organisation
e Tourism and environment management training programs
e Wildlife and forest care Local universities
e Green key project

e Environmentally friendly product training programs
) o Industry
e Green hotels and green leaf operations training programs o
) associations such
e Food waste management/Waste reduction )
) as Thai Hotel
management/Recycling o
) ) o Association and
e Carbon neutral, energy saving and water saving training )
Phuket Tourist
programme o
) ) o Association
e Sustainable operations and management training

programs

e Eco-lodging standards training program o )
Ministry of Tourism

e Tourism and environment management training programs

Moreover, respondents were asked to prioritize factors for the successful
development of curriculum in sustainable tourism in higher education institutions in
Thailand and 13 survey participants responded to this question. Two factors were most
frequently selected by three respondents each (23.08%). These factors include “Efficient
Administration: Streamlining administrative processes, optimizing resource allocation,
and enhancing organizational effectiveness” and “Community Engagement: Engaging
with local communities, promoting social responsibility, and incorporating community

perspectives into the curriculum”,
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Table 5 Prioritizing factors for the successful development of curriculum in sustainable

tourism in higher education institutions

18



Factors

Frequency

Percent

Internationalization: Incorporating global perspectives,
cross-cultural understanding, and international
collaboration into the curriculum.

7.69

Efficient Administration: Streamlining administrative
processes, optimizing resource allocation, and enhancing
organizational effectiveness.

23.08

High-Level Professors: Recruiting experienced faculty with
expertise in sustainable tourism, research acumen, and
teaching excellence.

0.00

Industry Linkages: Establishing strong connections with the
tourism industry, fostering partnerships, and integrating
real-world practices into the curriculum.

0.00

Innovation and Technology: Embracing advancements in
technology, promoting innovation in teaching methods, and
integrating digital tools for enhanced learning experiences.

15.38

Community Engagement: Engaging with local communities,
promoting social responsibility, and incorporating
community perspectives into the curriculum.

23.08

Environmental Sustainability: Integrating principles of
environmental conservation, promoting eco-friendly
practices, and addressing sustainability challenges within
the tourism sector.

0.00

Interdisciplinary Approach: Emphasizing interdisciplinary
learning, integrating diverse fields of study, and fostering
holistic understanding of sustainable tourism issues.

15.38

Student-Centered Learning: Prioritizing student needs,
fostering active participation, and promoting personalized
learning experiences tailored to individual interests and
career goals.

0.00

Continuous Improvement: Implementing mechanisms for
ongoing evaluation, feedback, and curriculum enhancement
to ensure relevance and adaptability to changing industry
trends and academic standards.

15.38

New Teaching Methods and Approaches: Exploring and
implementing innovative teaching methodologies, such as
experiential learning, flipped classrooms, and project-based
approaches, to enhance student engagement and learning
outcomes.

0.00

Total

13

100.00
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This section reports the findings relating to perceived digital skills issues pertaining
to the workforce in the hospitality and tourism based on the online survey. According to
the results, it was clear that respondents perceived digital skills to be completely
necessary with the reported mean value of 4.73 (SD = 0.45) on a five-point bipolar scale
where 1 representing “not at all” and 5 representing “completely necessary”. Moreover,
as reported in Table 6 regarding necessary digital skills required for professional
activities in the hospitality and tourism industry, respondents identified five most
frequently selected required skillsets including “Browsing, searching and filtering data,
information and digital content”, “Collaborating through digital technologies”,
“Evaluating data, information and digital content”, “Managing data, information and

digital content” and “Interacting through digital technologies”.

Table 6 Necessary digital skills for professional activities

Necessary digital skills Frequency Percent
Browsing, searching and filtering data, information and digital content 40 7.58
Collaborating through digital technologies 37 7.01
Evaluating data, information and digital content 36 6.82
Managing data, information and digital content 36 6.82
Interacting through digital technologies 33 6.25
Creatively using digital technologies 32 6.06
Developing digital content 30 5.68
Sharing through digital technologies 30 5.68
Digital skill for accounting and payments 29 5.49
Protecting personal data and privacy 27 5.11
Integrating and re-elaborating digital content 26 4.92
Managing digital identity 23 4.36
Netiquette 23 4.36
Identifying needs and technological responses 22 4.17
Copyright and licenses 19 3.60
Solving technical problems 19 3.60
Digital Intellectual Property 19 3.60
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Necessary digital skills Frequency Percent
Protecting devices 18 3.41
Identifying digital competence gaps 15 2.84
Programming 14 2.65
Total 528 100

In addition, respondents identified the following digital training programs being

available for training in the market. Approximately half of the respondents (26 from 51 or

50.98%) pointed out that they have attended at least one of these digital training

programs.

Digital tools such as Power BI, Google Sheet, Chat GPT and Al

Digital tourism, social marketing operations and content creation

Personal Data Protection Act
Online and new forms of payment

Hotel operations specific software

Moreover, key obstacles regarding the acquisition of digital skills in the tourism and

hospitality workforce are indicated by the respondents as follows.

Topics not interesting

High cost of training and equipment/tools

Lack of experienced speakers

Lack of IT tools

Time and timing of the training not being suitable
Too theoretical-based workshops

Technology and skills being obsolete very quickly
Inconvenient location of the training venues

Lack of background knowledge and skills for training

Lack of employee motivation
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This section offers findings of the survey on the entrepreneurship and management
skills for the hospitality and tourism workforce in Thailand. Firstly, the results rank
entrepreneurship and management skills that the respondents are most aware of in
Table 7. Five skill sets in the hospitality and tourism industry most frequently mentioned
by the respondents include “Customer service skills”, “Planning & management”’,

“Working with others”, “Analytical and problem-solving skills” and “Vision”.

Table 7 Awareness of entrepreneurship and management skills

Entrepreneurship and management skills Frequency Percent
Customer service skills 38 7.58
Planning & management 36 719
Working with others 35 6.99
Analytical and problem-solving skills 35 6.99
Vision 34 6.79
Creativity 33 6.59
Ethical & sustainable thinking 31 6.19
Spotting opportunities 30 5.99
Time-management skills 29 5.1
Learning through experience 27 5.39
Taking initiative 26 5.19
Valuing ideas 24 4.79
Self-awareness & self-efficacy 24 4.79
Financial & economic literacy 24 4.79
Coping with uncertainty, ambiguity, and risk 24 4.79
Motivation & perseverance 22 4.39
Mobilising resources 15 2.99
Mobilising others 14 2.79
Total 501 100.00

In addition, the survey reveals additional interesting findings. Slightly more than
half of the respondents (54.90%) perceived that the tourism and hospitality workforce in

Thailand possess necessary entrepreneurial and management skills. This signifies that
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another half of the workforce may lack these necessary skills in their career. This
observation is consistent with other findings where almost 70% of the respondents did
not approve that the hospitality and tourism workforce in Thailand have received proper
training to enhance their entrepreneurship and management skills. This suggests a
significant gap between the need for specialized training in entrepreneurship and
management and the provision of such training. The substantial percentage of
respondents unsure about their training status also points to a lack of clarity and
communication regarding what constitutes adequate training, which could be impeding
skill development within the sector. Furthermore, the majority (82.35%) of respondents
believed that entrepreneurship and management skills should be taught and acquired

at university.

Table 8 Entrepreneurial and management skills of tourism and hospitality workforce

Frequency (%)
To
. Idon’t
Question Yes No some
know
extent
In your opinion, does the tourism & hospitality
28 13 7 3

workforce in your country possess
(54.90) | (25.49) | (13.73) | (5.88)

entrepreneurial and management skills?

Does the tourism & hospitality workforce in
16 26 9

your country receive proper training to enhance N/A
. _ _ (31.37) | (50.98) | (17.65)
their entrepreneurship & management skills?

According to you, should entrepreneurship and
42 6 3

management skills be taught and acquired at N/A
(82.35) | (11.76) | (5.88)

university?

When asked to explain why entrepreneurship and management skills should be
taught and acquired at university, respondents generally offer similar reasons for
entrepreneurship and management skills being taught and acquired at university.

Entrepreneurship and management skills are essential for the workforce in hospitality
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and tourism industry, which should be equipped before the start of the career. It is
suitable for students' entrepreneurship and management skills to be developed and
nurtured in a more learning focused environment and well-designed learning system at
the university. In addition, teaching and learning offered by the university can be
collaborated between the university and industry through work integrated learning and
internship. Training students with entrepreneurship and management skills will enable

graduates more career advancement and enhance life-long learning.

Based on the results of the survey, key themes of obstacles that might impede
the acquisition and/or enhancement of the tourism and hospitality workforce's

entrepreneurship and management skills can be listed as follows:

e Lack of interest due to unawareness of its significance and benefits.

e Lack of top management’s motivation and support.

e High costs and time consuming

e Lack of training programs available both internally and externally/ programs are
not up to date or relevant

e Employees’ lack of confidence in their ability of learn new courses/skills.

Data analysis on green skills in the hospitality and tourism industry in Thailand is
reported in this section. According to the perception of respondents regarding the
importance of acquiring green skills of the workforce in the hospitality and tourism, it is
clear that green skills are perceived as vital for hospitality and tourism operations with
the mean value reported at 4.65 (SD = 0.72) out of 5. Furthermore, the largest portion of
the respondents (76.47%) believe but only to a small extent that the hospitality and
tourism workforce in Thailand possess green skills. Only 7.84% of respondents firmly
believe that the workforce has acquired the required green skills. On the other hand, the
same portion (7.84%) of respondents confirm that the workforce does not possess
sufficient necessary green skills. Furthermore, 35.29% of respondents confirm that the
hospitality and tourism workforce in Thailand have received sufficient training on green

skills. However, the same portion of respondents (35.29%) believe that the workforce
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does not receive adequate training to develop green skills, while 29.41% of the

respondents have no information to make conclusion on this issue.

In addition, it is interesting to note that the majority of respondents (90.20%) believe
that green skills should be taught during their studies at the university and during work
in their career. In other words, green skills should be developed at the university and
the skills development should be continued to be offered once employees enter the
hospitality and tourism workforce. Furthermore, the respondents report a number of
obstacles that might impede the acquisition and/or enhancement of the tourism and
hospitality workforce’s green skills in Thailand. These obstacles include the lack of
interest and green mindset both in the management and operational staff, the lack of
incentives and support from the government, the lack of resources including finance,

skills, and time, and the lack of suitable training programmes.

This section presents the analysis results of the qualitative part of the study
involving 11 semi-structured interviews of hospitality and tourism industry experts in
Thailand. Key contents in this section relate to the current situational analysis of the
hospitality and tourism industry, as well as skills gaps and demands in relation to

sustainability, digital and green skills in the industry.

In the qualitative part of the study, 11 key informants were invited to participate in
the semi-structured interview. Only experts who have extensive work experience i.e. 5
years or more in a managerial position in the hospitality and tourism industry were
included in the study. Each interviewee was asked to sign consent form and all agreed to
be audio-tape recorded, which were later transcribed for data analysis. The data was
analysed manually by identifying themes and key issues derived from the data. Profile

of the interviewees is presented in Table 9.
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Table 9 Interviewee profile

. Years of work
Interview

. Gender | experience in Occupation Location
o.

tourism industry

Hotel owner/ Phuket Tourist
1 Male 24 years o ) Phuket
Association Executive

Hotel and restaurant owner/

2 Female 20 years Phuket Tourist Association Phuket
Executive

3 Female 25 years Hotel owner Phuket

4 Female 25 years Spa owner Phuket

Hotel and bookstore owner/

5 Male 10 years Phuket Tourist Association Phuket
Executive

o Chiang
6 Female 12 years Hotel HR & Training Manager )
Mali

Secretary of Tourism Council of Chiang
7 Male 10 years ) ) )
Chiang Mai Mal

Chiang
8 Female 14 years Hotel HR Manager )
Mali

Chiang
9 Female 16 years Hotel HR Manager )
Mali

Chiang
10 Female 33 years Hotel Manager )
Mali

Hotel HR Manager (Northern Chiang
1 Male 17 years ) )
region) Mai

The current tourism situation in Thailand presents a mixed picture, reflecting both

successes and ongoing challenges in the hospitality and service sectors. The interviews
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highlight the impact of the COVID-19 pandemic on tourism, along with PM2.5 pollution in
Chiang Mai. While Thai hotels show a quick return on investment and maintain a
reputation for exceptional hospitality, there is still uncertainty about external factors
affecting tourism forecasts. Environmental issues such as PM2.5 pollution also threaten
bookings, highlighting gaps in the hotel industry's contribution to Thailand's GDP. In
Chiang Mai, cultural strengths such as traditions and cuisine are acknowledged
alongside weaknesses such as labour shortages and insufficient public transport,

hindering the city's potential as a tourism hub.

In contrast, initiatives such as Phuket Sandbox have catalysed Thailand's tourism
recovery from the pandemic, facilitating a rapid reopening and attracting tourists back
to the country. Phuket and Bangkok have seen a rebound in tourist numbers, surpassing
pre-pandemic levels, driven in particular by the European market. However, disparities
still exist between geographies and market segments, with provinces such as Krabi,
Pattaya, and Chiang Mai still struggling to attract Chinese tourists. Despite Phuket's
success in exceeding its 2019 occupancy rate, expectations for the Chinese market
remain cautious, underscoring the need for continued efforts to diversify and develop
sustainable tourism across markets. Overall, although Thailand's tourism and hospitality
industry has demonstrated resilience in the face of adversity, ongoing challenges

require concerted efforts to ensure growth and recovery.

Thailand's hospitality and tourism industry has many strengths and weaknesses,
with Chiang Mai and Phuket both offering unique perspectives on the current industry
landscape. In terms of strengths, both cities benefit from Thailand's famous hospitality,
characterized by the warmth and willingness of its people. Additionally, Chiang Mai has
a rich cultural heritage and a variety of tourist attractions, including vibrant festivals
showcasing local traditions, while Phuket attracts visitors with its beautiful beaches and
beauty. Thailand's cuisine, culture, and natural landscape also contribute to the
country's appeal, along with government initiatives such as the "We Travel Together"

campaign aimed at supporting growth and industry resilience.

However, weaknesses persist in both destinations. Chiang Mai faces challenges such

as a lack of infrastructure, especially transportation systems, and air pollution, which
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affect tourist numbers and the overall visitor experience. Additionally, a shortage of
skilled workers, especially in high-skilled positions, is hindering the city's tourism

industry.

Similarly, Phuket faces infrastructure and budgetary problems, with insufficient
funding for environmental protection and transport infrastructure, leading to concerns
about traffic congestion and environmental degradation. This point is illustrated the

follow statement by one of the key informants as follows:

“I talked to a yachtsman. He said that there is only one place in the
world where yachts can come and visit all year round. And people
coming to Phuket on a yacht will see two colors of water. Nowhere else in
the world does it mean that when you sail on a yacht you will see blue
waters and green waters. But if we don't have a wastewater treatment
device, we will see only black color. And now the yacht businessmen are
very excited about Phuket. But if we don't make a good treatment
system, the sea will be full of garbage, not jellyfish.”

Furthermore, the current free visa policy presents legal and security risks that must
be addressed to ensure visitor quality and safety. In summary, while Chiang Mai and
Phuket have strengths such as cultural wealth and natural beauty, they also face

common challenges such as infrastructure shortages and labour shortages.

Comparing the level of tourism development between Chiang Mai and Phuket, it is
clear that both destinations face unique challenges and opportunities in terms of
infrastructure, environmental sustainability, and tourism experience. Chiang Mai's
tourism development has been characterized by moderate progress, with a focus on
improving the quality, preparedness, and awareness of tourists to meet general Thai
tourism standards. Although the city has improved facilities supporting sustainable
practices and a rich cultural landscape, there is still a need to further raise awareness
and educate service providers on sustainable practices. In contrast, Phuket faces
pressing problems such as overcrowding, traffic congestion, and environmental
degradation, which significantly impact the tourist experience. One of the key

informants described these problems as follows:

“Traffic jams pose a significant challenge, potentially causing discomfort
and dissatisfaction for travellers who encounter traffic jams while
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seeking relaxation and entertainment. The inconvenience of traffic jams
can deter tourists from choosing Phuket as a destination, especially if
they perceive this as a recurring problem, with negative rumours
spreading quickly and influencing potential visitors.”

Despite efforts to improve public transportation and investment in environmentally
sustainable initiatives, there are still issues that need to be addressed to prevent the
negative impact of environmental pollution on visitors. In addition, as pointed out by
one of the interviews, “the influx of low-cost tourists with free visas is raising concerns
about irresponsible behaviour and strain on regional health systems,” underscoring the
importance of strengthening visa and 'health insurance' regulations in order to reduce

environment and health issues at the tourism destinations in Thailand.

When assessing the adequacy of training for Thai tourism and hotel staff, industry
insiders have mixed opinions. While some acknowledged the presence of standard
training courses in hotels, others expressed concern about the general lack of training,
especially at the national level. Challenges such as limited communication between
different business and industry groups were also highlighted, as well as the need for
additional training on topics such as climate change and environmental management to
enhance competitiveness and sustainability. In addition, there is a clear gap in
entrepreneurship and leadership skills, along with difficulties in organizing training
sessions during employees' working hours. Despite these differences, there is
unanimous agreement on the importance of continuous learning and skills
development to maintain industry standards and competitiveness. Analysis of the
interview data highlights the significant challenges faced by Thai tourism and hospitality
staff in accessing adequate training and development opportunities, particularly in this
fast-paced industry. Phuket's tourism industry, like others, is struggling with a shortage
of skilled workers, and a skills and professionalism gap. This issue is further illustrated

by one of the interviewees as follows:

“Positions that previously required extensive training and experience are
now filled by people who do not have the same level of expertise due to
understaffing, affecting service quality and visitor experience.”

Addressing this problem requires specialized training at every level, starting with

local initiatives to develop a competent workforce. Additionally, collaborative efforts
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between government agencies, industry partners, and educational institutions are
considered critical in bridging the training gap and ensuring the sustainability of the

tourism and hospitality industry.

The skills and knowledge required for employees in the tourism and service sector in
Thailand are diverse and require a combination of technical expertise, communication
skills, and adaptability. In Chiang Mai and Phuket, the focus is on a strong service
mindset, which includes a combination of skills, knowledge, and attitudes critical to
effectively interacting and engaging with customers. Characteristics such as honesty,
integrity, and hospitality truly distinguish Thailand's service industry, while growing
skills such as environmental management and crisis management are increasingly

recognized as necessary.

However, although both destinations prioritize skills such as problem-solving and
language proficiency, there are some differences. For example, in Phuket, English
proficiency is especially important due to their role in interacting directly with
customers, but the limited proficiency of local recruits poses many challenges. This

issue is further elaborated by one of the interviewees as follows:

“The big problem and obstacle is English proficiency. Because if you can't
communicate, especially the basic language of service, how can you go
talk to customers? How do you go up selling? How do you make your
customers happy? Yes, sometimes customers will misunderstand. Why
don't you say anything? Then the customers become upset.”

Additionally, technical skills are essential, with roles such as kitchen staff and
housekeeping requiring specific expertise. Ongoing training and development initiatives
are considered necessary at both locations to address skills gaps and improve
performance, despite challenges such as a lack of qualified instructors hindering

progress, especially in areas such as food and beverage management.

Overall, while there are similarities in the skills and knowledge required between the
Chiang Mai and Phuket tourism industries, addressing region-specific challenges is

important to ensure the workforce is ready to work and provide excellent service.
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In Thailand, sustainable tourism is recognized as a growing trend, especially after the
COVID-19 pandemic, with many hotels implementing sustainable projects and
collaborating with local communities to integrate sustainability into their operations.
However, the popularity of sustainable tourism varies by location, with destinations
such as Chiang Mai offering more opportunities due to their space for sustainable
activities. The hotel industry recognizes sustainability as a trend and supports it by
integrating local offerings, like produce from community farmers, into their operations.
Despite efforts to promote sustainability, barriers to widespread adoption persist.
Limited awareness among entrepreneurs, coupled with policy implementation
challenges and environmental issues such as PM 2.5 pollution in Chiang Mai, is hindering
progress. In contrast, while sustainability is recognized globally as a trend, in Thailand it
is often adopted as a marketing strategy or to meet regulatory standards rather than an

actual commitment.

Additionally, conflicting tourism interests and varying levels of involvement between

businesses hinder sustainability efforts.

“Different firms and individuals have different levels of commitment to
sustainable practices due to different goals and views on the relative
importance of short-term versus long-term sustainability. If businesses
assume that consumers won't pay extra for environmentally friendly
items, the belief that they value price more than environmental
considerations may discourage them from making sustainability
investments.”

Regulatory barriers further complicate the adoption of sustainable tourism practices
in Thailand. This was explained by one of the interviewees: “The cost of standard
certification is still high. For example, the collection of data on Carbon Footprint is a

time-consuming and very difficult task because | have to keep every detail.”

Despite these challenges, promoting comprehensive education and awareness,
establishing clear criteria and incentives, and overcoming regulatory barriers are
important steps to promote sustainable tourism and ensure long-term success in
Thailand.
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Preparing Thailand's tourism workforce for the transition to sustainable tourism
represents a landscape of mixed strengths and challenges. While some employees
demonstrate understanding and skills in areas such as environmental management,
such as waste sorting, others lack awareness of sustainability concepts. There are gaps
in translating Sustainable Development Goals (SDG) knowledge into practical
application, highlighting the need for comprehensive training programs. There is also
consensus on the importance of raising awareness and nurturing a spirit of
sustainability among all tourism workers. However, the process of transitioning the
workforce to sustainable tourism faces obstacles, mainly stemming from the lack of
information and skills among Thai workers. Many people do not fully understand the
benefits of sustainable practices for the environment and their businesses,
necessitating in-depth training programs on topics such as energy conservation and
waste management. Additional challenges that arise from lack of training include
specific knowledge on certain aspects that are important for eco-friendly tourism, such
as wastewater treatment. Moreover, the challenges of understanding and complying with
sustainability regulations highlight the ongoing need for education and application.
Despite the growing popularity of sustainable tourism in Thailand, barriers such as
financial constraints and regulatory complexity persist, highlighting the urgent need for

continued training and support to facilitate a smooth transition to sustainability.

Improving business and management skills plays an important role in modernizing
Thailand's tourism industry, as highlighted in interviews and discussions. Chiang Mai
and Phuket recognize the importance of nurturing an entrepreneurial spirit and
effective management practices to adapt to the changing tourism landscape. However,
challenges such as lack of product differentiation persist, highlighting the need for
business skills to drive innovation and competitiveness. While some companies
prioritize entrepreneurship among their employees, others prioritize policy compliance,
reflecting the diverse approaches within the industry. Despite these differences, there is
a common recognition of the importance of continuing education to ensure adaptability
and promote a culture of entrepreneurship. In contrast, although improving

management and entrepreneurship capacity is key to modernizing tourism in Thailand,
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challenges such as a lack of qualified managers, especially in areas such as food
management products and beverages, hinder operational efficiency and service quality.
Overall, promoting and strengthening business and management skills at all levels of
the tourism industry are important steps towards sustainable growth, institutional

development, and economic prosperity in Thailand.

Soft skills are widely recognized as vital to the success of tourism and service
workers, with Chiang Mai and Phuket highlighting their importance. In Chiang Mai,
experts emphasize that soft skills are the foundation for tourism staff's productivity,
helping them effectively meet the needs of tourists. These skills include
problem-solving, teamwork, and communication, all of which are essential to ensure
smooth service delivery and enhanced customer satisfaction. Similarly, in Phuket, the
importance of soft skills is emphasized, especially in promoting teamwork and effective

cooperation between departments.

“I believe that if we come across a small hotel, we will be upset about
many things. Employees may not work as a team. For example, when |
check into the room and it isn't finished yet. Why didn't the front office
communicate with the housekeeper or do | have to inform the front desk
several times? Then it will be blaming you and me all the time.”

Adaptability, problem-solving, and clear communication are highlighted as essential
attributes in resolving customer complaints and operational challenges. Additionally,
good time management skills and critical thinking are considered essential to meet
deadlines and make informed decisions in a dynamic industry context. While digital
technology plays a supporting role, both destinations prioritize soft skills as they are
integral to delivering exceptional service and customer satisfaction in the tourism and

hospitality sectors.

Digital skills are increasingly recognized as important for employees in the tourism
and service sectors in Thailand, with Chiang Mai and Phuket highlighting their
importance. In Chiang Mai, experts emphasize the importance of digital marketing skills,

especially in promoting direct sales and promotions, which directly affect business
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revenue. Departments such as communications, marketing, and sales rely heavily on
digital tools for sales, highlighting the central role of digital platforms. Additionally, the
integration of the Internet of Things has helped streamline processes and improve
efficiency and sustainability. Despite ongoing efforts to improve digital skills through
training programs, challenges persist, with some entrepreneurs not understanding
relevant laws such as PDPA and employees needing to further develop their knowledge

in digital literacy and marketing skills.

In Phuket, employees also recognize the growing importance of digital skills,
particularly in supporting direct marketing to international customers and effective
market penetration through digital techniques tailored to specific markets. This point of

concern was illustrated by one of the interviewees, who made the following statement:

“Digital sRills can allow for direct marketing to international customers
by utilizing a variety of web channels, Chinese social media or Russian
search engines to interact with prospective clients around the globe.”

Additionally, expertise in data analytics is emphasized to derive practical insights

essential for informed decision-making and effective marketing campaigns.

Overall, while both destinations recognize the importance of digital skills, the focus
remains on specific aspects such as direct marketing, market entry strategies, and data
analytics, reflecting subtle differences in approaches to digital literacy in the tourism
and service sectors in Thailand. The interviews highlight various barriers hindering the
adoption of digital technology in Thailand's tourism and service sectors. In Chiang Mai
and Phuket, accessibility issues, including inequities in device access and Internet
connectivity, pose significant challenges. Additionally, there is a general
acknowledgment of staff lacking up-to-date knowledge and difficulty acquiring new
digital skills. Resistance to learning new digital skills is another obstacle, often
stemming from a perception that it's not a part of employees’ duties or preferences.
Furthermore, in Phuket, the barrier is the lack of training in advanced digital skills
beyond basic social media usage, highlighting the need for upskilling in areas such as

analytics data. This issue was explained by one of the interviewees as follows:
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“There is a demand for customized and hands-on training programs,
with an emphasis on industry-relevant digital technologies like Google
Ads and Analytics.”

Language barriers further complicate digital adoption in both places, highlighting
the need for instruction in Thai and practical applications tailored to diverse linguistic

backgrounds.

Strategies to strengthen Thailand's tourism and hospitality industry incorporate a
variety of approaches, emphasizing both structural improvement and workforce
development. In both Chiang Mai and Phuket, there are calls to restructure government
policies and regulations to support small and medium-sized enterprises (SMEs), thereby
ensuring equitable access to financial resources. Furthermore, promoting collaboration
between different sectors of the tourism industry is considered necessary to eliminate
redundancies and increase efficiency, highlighting the importance of
inter-organizational collaboration at executive levels. Both regions support innovative
strategies such as choosing local products and forming partnerships with small
businesses to enrich tourism experiences and strengthen local economies. Additionally,
consideration of marketing strategies to target new customer segments and align with

global trends is emphasized to ensure long-term sustainability.

However, nuances exist in certain strategies. In Chiang Mai, initiatives such as Project
STAR and the STG Campaign, which focus on sustainable tourism practices, are being
highlighted, while Phuket emphasizes the importance of investing in programs
education and training to instill a service-oriented mindset and hospitality skills in
industry professionals. Additionally, streamlining administrative barriers and providing
financial incentives for tourism-related businesses were also emphasized in Phuket, as
well as infrastructure development and infrastructure improvements. One of the

interviewees explained this issue as follows:
“We lack many public utilities, whether it be water or transportation. The

government doesn’t need to get involved but just provide budget for us
and we can manage it by ourselves.”
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Collaboration between the public and private sectors is seen as essential in both
sectors in strategic planning, destination management, and marketing campaigns while
prioritizing the development of staff soft skills industry members to improve the visitor
experience remains a common goal. Finally, while the overall strategies are consistent in
strengthening Thailand's tourism industry, the emphasis on specific approaches differs

somewhat between Chiang Mai and Phuket, reflecting their respective priorities.

In conclusion, despite the attractiveness of destinations and tourism products in
Thailand, the hospitality and tourism industry has suffered from diverse shortages of
qualified and skilled workforce. The main areas of skill gaps identified in the study
include entrepreneurship, digital and soft skills, which are in need in order to
strengthen the quality and effective operations of the hospitality and tourism
businesses. In addition, there have been ongoing concerns with regards sustainability
issues as a result of hospitality and tourism operations. Hence, the hospitality and
tourism industry in Thailand is in urgent need in equipping their workforce with green
and sustainability knowledge and skills to promote sustainability of its businesses in

the industry and tourism destinations.

The study results highlight the needs and gaps of skills of the tourism workforce in
Thailand in a number of key areas. With regards to entrepreneurship skills, it is
recognized in the study the importance of nurturing an entrepreneurial spirit and
effective management practices to adapt to the changing tourism landscape. Challenges
such as lack of product differentiation persist, highlighting the need for business
management and marketing skills to drive innovation and competitiveness. Moreover, in
terms of soft skills and service mindset development for the workforce, a combination
of skills, additional knowledge, and attitudes critical to effectively interacting and
engaging with customers are required. Characteristics such as honesty, integrity, and
hospitality truly distinguish Thailand's service industry, while growing skills such as
environmental management and crisis management are increasingly recognized as

necessary for capacity building in the industry.
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The need for sustainability mindset, knowledge and skills is also urgent for human
resource development in the industry in Thailand. Challenges that arise from lack of
training in this area include specific knowledge on certain aspects that are important for
eco-friendly tourism, such as wastewater treatment. Moreover, understanding and
complying with sustainability regulations has been emphasised as vital, which highlights
the ongoing need for education and application sustainability operations into skill sets
for students and workforce development. Despite the growing popularity of sustainable
tourism in Thailand, barriers such as financial constraints and regulatory complexity
persist, highlighting the urgent need for continued training and support to facilitate a

smooth transition to sustainability.

In addition, digital skills have merged in the study result as another key area of skill
gaps in high demand in the industry. A number of skillsets, such as digital tools, online
marketing, and data analytics are discussed as the areas of top priority for development

in the workforce in the industry.

Based on the results of the study, HEIs that offer hospitality and tourism programs in
Thailand are advised to develop curriculums and capacity building programs to help
close the skill gaps in the hospitality and tourism industry. The programs can be
developed and directed toward the development of skills of students in the university
as well as training programs offered to the industry workforce. The programs should
concentrate in the development of three key areas of skill sets including sustainability
and green, digital and entrepreneurship. In addition, it is also vital to offer capacity
building programs to develop soft skills of the workforce to enhance hospitality and
service offerings in the industry. It is also advised that the delivery of the courses can be
offered in collaboration between the university and the professionals in the industry, as
well as the integration of work integrated learning approach into the programs.
Moreover, the HEIs should maintain important roles in offering capacity building

programs to assist the industry in human resources and workforce development.
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The government is also advised to increase incentives to hospitality and tourism
operators in the forms of tax relief and funding to hospitality and tourism business
associations to promote sustainability operations. In addition, the governments at all
levels should provide HEIs with more support and funding with the development of
more training programs in an endeavor to develop human resources in the industry with

the necessary skills.

In addition, it is vital for key stakeholders in the industry including the governments
at all levels, relevant public bodies, business associations, business operators and HEls
to join efforts collectively in developing collaborations aiming at offering long term and
holistic quality education and capacity building curriculars and programs to develop the

required skills of the workforce.
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assuihuinafialviganadaasduanudasnisuasand sy Sofula
larymainsasiaraunsang nsumuvinmealuauian  uaggunsal
fiuhaliasensissauanudsauasiAsegialaaiilsedniain
(NawA? wazay, 2020)
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nsiYaAmAunreuazausiindudviuyaainsarunis
viauifiguasnsusasiriuanldd@nranudrdaasnisvinauiuy
7in Nsusasanal wazaudnsalunisusudilunweisindusydu
59 (Economic Insight, 2019; Torrens University, 2023) uanaind ns
Anmanigdniunssuzasdssndlnadoniugrfoniusasnis
WARENIIANBILREABNWILAAT  758NUTTAUTUAITVINIIU LREAINNT
WIEMYandIuAssuLiaindamuau1salunsudetuLaLns
Weluwinou (L&rIssaLINe uazaaty, 2009)

UseiduiinsensienisviaaienuasAiniugl leua sduuunisvia
Nuil&sundactidamaluaianisviaifisiuasusnisudegarunisal
Tain-19 desrufoanuiniludmsuinwesudivaciasannnisldeu
T1dladsduuuaaulay tiu 020 (Online to Offline) gywalvifinnsuene
wihnaranusufinraulunisyinonun  vinunaen1suLaadInadgsia
unuInLasmintluasvinudsufinsysannisunndu Teaviniineu
siavsuminivainuaty uanainil fuuITiuissAac1eg Az Tueanis
Fusduuulminnady  asuldsuwdlasiidganaaasdusduuunage
Usgnaunissiavlsudilunisldimaluladuasdsiaunntuiianay
suasnafinssuiinviagiendildaunlastlyl aaegdigsAasing q yowiutal
AN5RF19A LTI T UNOENTTUAITVIDIL AL NAINITUWS LA
212915A1A30-19 uLfiaIdunIsaInulunaENENITAAIALAZAITANELAD
wlaid Wiasnuanuausalunisudeduluanieii §auunasty

wanandl  UsududnunuuarnanutaafhaEsegia g
viaoien wazA wwaliiiudemnuvinmelunnanis@nen aagiud
AzsavdNvaNAaTunITRaLFAUaIANNAIAUINUAYKNUTTNaLNTLREUAY
Tnau/Winasas Walitiulainyamafinnuy inwy  wasiiduafv
mmzauﬁnamwmﬁaaLﬁﬂaﬁﬁmsmjaﬁuaga ANTAN AL DINILITU
AsHuInrensUTRuaralaauaug usalunsdsuailvitanAu
saunisallulanuwionnuiuage  mugludunsdandonadnwaisii
1HILHUNITUTATUREANUE AL U
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asUsuldsuvidngns 38n1s8au AsElnu LATATELIUANS
Usuifiun1sdaunisaaudafudeiniuialvsanasdasiuainusasnis
2AIANFNNTTULALANNGRINSURINFaUTI & auuaell sUwuuns
aauﬁtﬂ’uﬁnmmsﬂﬁﬂ’ﬁmnn'hmm'gj"mmnm:rﬁﬁaL‘ilué?'oaim’zy 1ael
wiuanuanTaessrninang fuarnislseansdlalutanuvsauily
A3 Msaunddvauluaviaadiiudasiiunisantasineuasrinee
asvinANuLnlangr frunsdid@nun asdeasuineeiiAaianIug
fumug  asdanmsAulszaunisalaadasiinga  nnsuenansiney
AUNTRINARE ANTAANITAUTDINAAE UM BIDINOE LALAITLEZY
A9 9ANUIRANIIENY TNAINUETTNINauay anussuaIanalu
sTUUNSANB IR &TURAYUAAEIKNTIUATVIRILTAEN

fotiu  uialanaunssunisviaienuaslsemalnagunsaanssdu
assrumuglidunsidiuianuasdnaniwusgviunazdsulsenanin
w399u Fuaraniudsyiausidsasialuil

e AN3IAIIU: AMAnsviadwituaza1susnsludssinalnad
TamMINTRNUNNNINE  wazAIaNATAUIaca lilwiRzinm
AurduLiiagannnIsunsszunuadIF1AIa-19  Jenalugduuy
nsvinuldRauniadldativuin ldgnisysannisuazaiiu
nanuanaviundiu MuA ldAuAINueaaIN T EAINANLALY
undu 1A8a3A6199 i TULaaANNINNaNNUSu LA
waanssuKus TaaNtdRaunilaglidwsanduanuainiinig
MATULRE |

o AAAMUUAGIUNABTUATAIINY: §55UGNANRIWUIADY
amm‘mﬂssums‘maammmaamsmnw”mumﬂumﬂmnwunmu
smmmmL?jm?hm‘lummuiaﬂmma ANussalunisliuy
mmafgﬂl,mp.lmsmmumﬂar;luuﬂaa"l,ﬂ LRLNTAUANNAANLILUU
Asusnsudounsy  amualddunreduadiuasaaniiiinasg
uazAuRNIzAIuTuAvinIuluan&INAIINAITUTAITURLAS
viaaiiien ?joummmﬂmamaﬂ\mammmmsa‘lumsummuua”
ANTWAIUIWITNI U VINUARIIANNEDINITUTITUTATIT N T LAY
FUNRKAINITUNITLLNAUI1AT-19 Taadniudasiitisunsunng
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ﬁmsnLLa:ﬁVms’s’JnansuﬁmoLﬂmmmﬁaamjaodwﬁnmﬁmﬂ
f5ALUULN

¢ ANSANENAIUNITVIRVLALN: MaNsAnE N dAuAuiINE
lumsdiuniszaunissaulvdanaaadAuaNuEaINIT
wasuuiladlduasaadvnssunisviaonien  Jedldniusaciinig
Uudfautiavinangas 38nsxau uazaszununslssidiviial
wiladgdusanisnefiinerenadfiiduazainuinaiasiu
AA&INNITU UanNNNil ANsIRNITAUALEITAGIUANBILREANTLETY
§99ANNFLANITNY INAIANUFAIUAITRLALTUGIIN IV fia
NuAdulunsatiuguunaisiaiuiyaaInstunIANIsviaaL e

uanani ﬁfﬂ")?ﬂmsuazq{tﬁmmmﬂua'\mqmamnssumsviaotﬁm
warN1ssIus lananIANNANaLAmAuAaI NN HLLaLANNTTLAR
fdufiasanmsildsuwdaeiiliraidadunndaundonisunsssunauas
TA30-19 (Next Tourism Generation Alliance, 2020) nstl&auniad
wianiifivieludualaeduaralnuraana sy ludruadssd nns
Anwneineg leniudhdenisil8aundaslunafinssuvasiinviasien 4y
sufonsilfsuntasluanurangiutana  walnssunsuzine  way
ladaled  lunawdmdu  fdeadmudelafunisddauvdasvans
1sgn1sTusunsUHTRUULRLNITUIRITIANNT LAY ANTYTAUIANTLNA
TulafuazanuianguuassluuugsAaivindu  (Brozovic & Saito,
2022) U3EneasnswinuRiinweRiArwsanisnIufLaraIy
(deneaialvivdnisiidludaianauauasanusasnsi
wasuwlasaaaaiarzadand desiusedinduiiazsacfone 50 way
Tdymannsiifianuausaadiefilszdninwiiagsrvanuleilsau
mensuiiuluaaannssunsviadiienuaznisusnis - ate'lsAeny
anuFuasineeidnduansddniudviunssnundoinadnlias
Wadumndauil  TeaawizadneAeluanannssunIsviadtiieIuasnns
u3ng fomvlai'ldsunis@natnaiiiaona

vanandl  msdaAmduanusuasineeidndudeindud vy
wilnvoutlaatiulusgrzinisusaisuasaisviadnedugad Tiiuinnisvin
Nuiluin inwea1suinsgnet anuiinnuegu ANsluaaa1nassnnis

12



U3NNsuaAIsviadiien Anusiunauiieas nreasuAtiynt Ay
Aanasinredidaivaranuiuglsznaunisduinweid 1 duigs
(Economic Insight, 2019) WinmeAsyymariiganaaasfuinuedfui
wuzinlaaumIInenaanasisudluaadinsds  Taadslinrydrday 10
Usznsiisnily deasaumaudenisudnisandt asvinoudluiin ans
fansadAnsuasian nsiasns nsuAtlriuaranudasdy ANy
Aavieiu MTlaTlusaasidan  ANTIRNTARTALEY  AINARIANTY
ansual uazanusluanannssu (Torrens University, 2023)

TuvsunuasnIAnITLSAITUaLNsViaiienaaglsainalng  als
Anmnauminiaiiun1sleadassaing wazaay (2552) &1573A74
JuNusszrIgaNuEINsalunsvinunazaug iz luarinuag
witngua Inawuidfitasadrdunaradsenisiidasannugiisauay
avdns  Tufeanudienanalusudiia/lad  wasnEen19aI
assenussanariniganalunsviteuiuuds  asvineudludiudid
Usedndma  inweanuiumin  Asusuisianisuazaisiiluglsznau
A5 uarAausLaziineslunsa v ulRnzd I niuangnnssunis
viaoien  fudvanudefiunasineeidend iy aseninaussay
1 AsAnEdnanuiudfeanudidyaasmsdiuuiame  uay
Aanssudrunsnennsyanalviganadadiiaindamnuaiunsalunis
LA TUADI LI ENURLRILFIUATWIUITN T UDINTAIU

NRNTANENAINENIRAAARAITUNRINITAN B UDINAUAILRLAME
(2020) dofin1siTaiarcdndoanusnunsaiaianiodeuairgviiae
witna Ui lasudntdanlniitngnianisusnisuasnisviasifienuay
Usendlng  auduneiesus ouiiadenannuinuairelunianis
U3nIsuarnsviaviisnuasdsemalna ianusdgduanuanunsa
u9lsznrsuasniinguling Gesanderiauadvifodseaod 1oy WiAuaGv
1JILUUNITUINT ANNATEAIaTUTUNITVINIIU URSAUAALEILIN AN
eaaNudmmaluneavlssna  (TaganzamsIngeuay
AEAEU) aaanaunEensdagsiuudInarinreauduius
szuiouama  uanandl  felauiubranuadiduuasadauiugIunay
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AOLETH LU audaded awaenu warassenussalunisvineu
lagannamaninssunIsusAIsLaLAsviaisnuaasidfduiusguas
e AnudFvaIn sl fiifourasnitinou  uazaNNEEuaY
avAnsulnaiduat AunrenivarsualuaIninunIamINENTa
latldsuinafia (Shekhawat, 2012; Hurrell, 2016; Singh & Latiaus,
2019)

nsAunuiizannsasfunauinunuwe  (Becker, 1975) RS
suNfgIuIyAnaTiasnuatnfitaddulunadnyaieuaonuu e
iy AsEnEn Asilnausy wasdsyaunisal fuwiTiudasudaaluiiu
foanuarsalunisufifouluseduigedu wassaulasus1oiazas
asAnsInAty  enunaedd  anudMinluadwwazaud s zas
wARUAARTUALAUUS UL LALAMA TN RINTWENNTHY I €] (Becker,
1964) u,azmmanu,mwuaauﬂmnsamﬁ'au’iﬂoﬁ’nﬁﬂmuazﬂszaumszﬁ,
nsvinenu Avfluaavdvanusduasniswaiunanusativsaiasuay
ANTAAADIINIUIVNABEATNAINNADINITUDINIAAAFINNTI

ati19'lsAa N é?foa:hﬁmuﬁam”ao%’u;j"hqmmunssun"ﬁu’%mmazms
viaoignfinsldaunlasnaaaiaiuasuansiaduasnofitadidauain
vsunudelddednuiunudds anusuaviinreiiniulaaanivacinode
TugAndINIsUNITTINAUITATA-19 nussnulungidaaadau 1ag
wwzlulsemalnanazan §9ld5uns@neatnvazidan uanannil
forseauilaymnnisauaauyAaNI AN TGTivaNgan  AaLawW
AN5UTNANT NNRTAITINNT LRZAUATNARIWTNIUNNL LLauTanaLl
JUAVAAANNFDINITURINTWAUINTV AT LI LALNAITUINSTTIAL
Tuagelfendy  ana1unssuA1susnsAtndafutlamisesiuuinunai
dudaslasunisualuatnesinig? FAIUAIAUMNNUREN N EUDY
WINNUAFILN L UNATFIU AITATENENTWENATUU BT LUIUAR WAy
seaunsilnausulitiaona (NauA? wazaae, 2020) AsLs9danisiu
AUVt awaiazaha i ulasHugasnuisaldisy tamiann
TanmaiAadulviuasaiugyunsiaiuaanIsviadieIuasnns
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UsNI5UY Lne

3. Wan1sg1sDaUlauTuldszing
g

31 AWNULRENERLLAAAUDIHAD ULL LA LAY |

nan1s@neIAauludiuiiidunaannnisdrsiaaanlaiivisiiiv
nsludeniadaslutivasgine dssindlneg Tuidausiau w.d. 2567
Taafigeauuuudauainivnue 51 sa Nuivilfiidouluanaiinsm
msn%msuasmswaaLﬁmLLazﬁnﬁmmsm‘mm‘MaaLﬁmmﬁ‘s‘mms
81933 (Weauwuudaunin 25 sraannnsdrnanludasini uazinay
LuUFauaIN 26 TaaanITEITIAnaILiuN s TuIINIaLAR) ANTEIIA
aau“l,aumt,uums’imﬂ“l,mfummmﬂmaamnammmsmaomm‘lu
viasdu wdu nsdraluaniagiialanuiadusunaugsiaviaiiien
aommﬂmm‘lummsmmaanauLﬂmmmumsamﬂamm‘nnisnms
maamm sEavdnauaInatLLUga U INLEAI T TUA1I9T 1
c15191 1 T Wavadmavuuusgauaty (n = 51)

ANSNASTANLANAINIA AUD TAURY
(e Tl 19 37.25
ZLEN 1 1.96
Kif{lald 3 5.88
NTILNNW 3 5.88
ALAG 23 4510
nsedl 2 3.92
ANSNSTANELUAINAN LW
215 HAUNITUSAITURLANTVIAILTALN 4 7.84
Ll A122955A3NTUSNITURLNITVIAVLALN 11 21.57
WARN1TEIAANTITUSATLAZAITVIAVLAELN 27 52.94
WHNYIUNITUSNISHASNITVIRILALD 9 17.65
A1snssALaNUssAUNI1TalN15N
Nia}l]
10 dwv3aviaanin 22 4314

11-201 22 4314
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21-301 5 9.80
1nAn31 30 1 2 3.92

NSzl lusneasdaauasnauuuusgauaINis e uluaisg

7 1 Neauwuugauaitn 38 e (74.51%) uavinuuNmauLuugaLaIN
WonuadludnuasgsAansasianis fnaunuugauaiy 29 s1e (56.86%)
sevuNddsgaunisaivinerunnnnii 10 dluaad1nnssunITuInIsILas
nsviaaien  waasliiungravuuusgauauiaaiiylufilssaunisel
wazaNuLde a1 g lUaARINATTUNNTUSNATUATATVIadLTEN
uannfidayanisanananslitiuatneiaiauingnaunuugauay
aszninddeaanunisaltiaaiuuasand1nnssun1sviadtienuazais
usastudssinalng Taafiaads 4.65 auannasLuuLdusEdy 5 (SD =
0.69)

3.2.4eN19viavtnanating v iU

Nmammuaaumuﬂsumumumswmmmsmaomm“lumaaau
290U TAaWANTUNTRTL6T9 12U ‘Iﬂsaaﬂawumu mmﬂaﬂumu
feuraaau LLauﬂsuaumsmwaounmaamm NAAWETIS 91U UA107
2 sunmmmumumnwmn‘tumsﬂsvmu WaauLUuRauaINLsTINa
70% wmsmnwmswmmmsmaamm“luwumwaamuan‘lumumao
Wanuuaswarunihunane nan1TI i Fefitasinelunsweru
WANLGuTugauvias A vail ama"l,snmu WARULULFAUAINUIA
AN 20% ﬂsumumswmmmsmaowlm‘lumaoauwaomunwmmmn
LAUdad116 aoum‘luanﬂmmuaummnommmnumsammsmm
Fofiuluunasviaaienluiuidnm

M99 2 5LAUNITWRIUINNTVIaILAEN

S5AUNISWRILINISYIavLiEN

ANUEANURLAINRINTUUAVIAILALNUAE wazAs| 4 | 7.84
YiadtAe6N
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SEAUNITWRILUINISYIavLiEN

ANAIWeIUN: fiTAsdsONUg U UNISVIagL AT
Wug1u wansmumaaaumaaumunma uazduaul 18 |35.29
AnviavAeindy

Wanlusgauihunaie: . f&vauieanuszaIneunTs

VILNENNA MsInNITRILIARaNLUARNY WasA1s el 18 | 35.29

Seuaasinviaglien A

WENUILR: uimsaasmwumumumsmaomm‘m

A9 umsﬂaummuaaumaaumﬂ\mu wag@AIN| 0 | 0.00

Wowalazasinviaguiengs

Wudadnde: TaseasoiuguntAudedinde dnnsidan

SNWUAIRIWIARANAEIIUIN  UALRINRAITTNUNIAY] 11 | 21.57

AAYNAUVIRIAULRLINUTTTU
U 51 1100.00

uananil wamsmsaaﬂaLNﬂ‘lumummﬂmmumaawman
LmnaaumumLtl.lunmamaanmmwwanmwL?jm'\msmaommama
fofiufluizasndludsanalnania'ly asuuugnsauiaiads 3.00
(SD = 1.04) lunnasiasedu 1 89 5 1A 1 wnady "hima" uag 5
nuNady "atlvunn" °I,uLL<i°ua\mmmaﬂﬁﬁ’ﬁﬁﬂ’oﬁuﬁoswagj‘luﬁanssu
mo"ijmﬁw NOBAULLUFAUAINTTUI “AsARMFUAILAZLTNATTU
Viaviiu” ms‘t‘mmuuumu,nanmmmnnnanssu‘lumaaaumu‘lunsms
mawmﬂﬂmﬂma" “msammwamﬂmmmﬂuummaaoumaau R}
msa.lanmmunasumﬂwaasgmamLnmﬂaanunanssumsmaamm
Lﬂunan‘isums‘maammamamﬂuanan'ssum“lmumsNﬂNuuaﬂmam‘tu
avAnsuadRmauLuudauan  lungndudu “nIsLduaA1d9genIn
Iesgrudusisgunadiviua” uaz  “assdusyuanuwenguiung
aysndaithluaaminadaranenusdnigua” lusasianssuninig
UHiiduaangansadulunisgina

a a va v \ A | o A A | .
M13191 3 wwnvilfiasrunsviaviienatinvdefiunsiuatlufianssuy
NN
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asuUAiidn1sviasiienatinesiviiu

ﬂ

sauay

fam&uuarusnsiuriasdu 34 | 9.60
TiAwuzituAanA AL AuAINTITNVIas AU Ty A | e
NN EUR I NIIUDININLUN '
dandadauainiduinsfudowingan 30 | 8.47
ﬂlﬁﬁﬁfnungsmﬁﬂnmaa%gmaLﬁ'mﬁ’uﬁanssums 30 | 847
viagLiien
12NN TUTATINITAA Mfd'leAa wazasuIdganauuN
T T Tuginenu 29 1 819
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viavdu
figurnlulasenisausndwadeu 27 | 7.63
fidwwsmlulasenmsguay GunsaunauiaTasonIsy = | e
LenAdadAunITviadnenuay lunedadAunITviadLing? ’
usmzmsaoﬁﬂsznamaooﬁ’@iuﬁ'ssum”aaﬁumﬁﬁ’uamw 23 | 650
WIARaNLRzATaaNLUURUNU
{yuamns‘luﬁaaﬁuﬁo‘lumLmuopgﬁ’mn'\su,l,az“l,ﬂ‘l?j' 19 | 537
NARMNTT
aswmmsmuaL?jonaﬂm'ﬁnmjwwmmaasmaaol,a%u 19 | 537
dhuunanisviasiienacinofiu '
nmummumam}mmgjumLﬂul,anmsa‘i"m%ummwmmu 17 | 480
TunsWeuuNndviiunanuanalugsna '
i’mmé’iia“wmHmmazmnﬁﬂ%’nLl,m‘lﬁmmzﬁ’uuﬂﬂaﬁ -
fiANUNATT
L@UAAN I FININNIATFIUTUATITFUNaAKUA 13 | 3.67
suayuaNuweneulunsayindadihlu 13 | 3.67
FanunadaranvnusEniEua '
374 354 (100.00

uannil Neaautuugauaulassyalsassadrialunisantiiunig
AULUINIIANSVIad AL a NI EUTUAANTTUNIVIZTNLNUDIOU HRANE

sunsadsUsinalassalunisvinoudsaladl
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2100152 avaUnTlLRLIRANLANNZRY
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o
o
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o
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(17.65%)  dadrfelifinnsiatasenisfnavsuAsinduderfunuinie
Ufidsunisviaaiisnadvfofiululssinalng  ad19'lsfiony  weay
wuugauauiidasdivanniige (22 au Aailu 4314%) ‘Linsuing
ndngnsnisilnausuiAs Ayl fiidsrunisviasiiedacnodofiu
Tudszinalnaniali feavuuudgauaIuissynNeUNUEINangnTAIs
Anausuludiunisviaswitnatrodofiutifiag 1alvighatnoaaslusunsy
asinausudunaNuasdouiiiteogay  Tusunsuasilnausuwmani
waAVaElUANTIIT 4 wazngudiatteiwuiaannitadudls (22 ann 51
- 4314%) TuwuudTananunlasunisilinausuiiaisunisviasiien
atinofofiu TusasiaaunuugauaIutiua3y 1uu 26 au (50.10%)
sz lildnsundngasaisiinausunisviaaiisnadnedofiu - eaau
wuugauauimdalilalvidinauludadianud

s

A o | A | o aa A
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Nnildagau
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