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ABSTRACT 

The objective of this research was to identify disaster prevention in Phuket hotel 

industry and assessed the readiness of the hotel industry in Phuket. Based on studying 

employees and managers of hotel industry-disaster prevention toward strategies of 

hotel industry to deal with the disaster. A convenience sampling of 382 employees 

who is working for the hotel industry in Phuket was adopted with the aid of structured 

questionnaires to fulfill the research objectives. 

Quantitative research data was obtained for this research. The Independent 

Sample T-test was used to measure the difference between Hotel under management 

contract and Independent hotel in their crisis readiness on establish crisis management 

team, crisis management plan, simulation exercise, crisis awareness, train staff, 

decision making, establish local network, and emergency service. In order to assess 

the readiness of disaster prevention of the hotel industry in Phuket. 

The findings of research showed, the hotel under management contract and 

independent hotel is difference on crisis readiness on the aspect of establish crisis 

management team, simulation exercise, establish local network and emergency 

service. The hotel under management contract and independent bntel is no difference 

on crisis readiness on the aspect of crisis management plan, crisis awareness, train 

staff and decision making. The hotel in Phuket already has the idea of disaster 

management. The Phuket government help the hotel did rehearse to move out the 

customer if any crisis happened. And some hotels even prepare the place to put the 



important data, to prevent the customer <lata lost during the disaster. After tsunami, the 

Phuket government organized several time of the local people did evacuate rehearse if 

the big disaster came. Some hotel has the emergency team to handle the negative even 

instantly, to prevent become into big disaster. 

Based on the findings, the researcher recommended some strategies to improve 

the disaster prevention of hotel industry. And then they can improve their readiness of 

disaster and save the customer life and property of hotel better during the disaster. 
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1.1 Background of study 

Chapter I 

Introduction of the Study 

The w0;d crisis comes from the Greek 'krisis', which means differentiation of 

decision. In the Chinese describe crisis is 'fi2;:f'JL'. 'fB' means: Danger or problem, 

'tJl.'means: Opportunity. Therefore, accords to the Chinese opportunities always come 

with danger. That is, where there is opportunity there is the possibility of a crisis. 

A crisis can be defined as: 

... Any situation which has the potential to affect long term confidence in a 

destination or an organization and its products, which can interfere with its ability to 

continue operating normally. 

Cassedy 1991 

We live in ever-changing times. Travelers are increasingly aware, lawyers are ever 

more litigious and the media is increasingly willing and able to expose weakness. 

Organizations in the midst of a crisis cannot completely control the behavior of 

people, lawyers and the media; however, proper planning and effective management 

can help mitigate loss. In today's world of commerce and industry, it is usual for large 

organizations to have a crisis manager and a crisis management department. Some 

crisis to which organizations feel they may be exposed, such as burglary, theft, fire, 

disaster, crime, and general 'hazards'. 

The crisis in the hotel can be presented in different ways. Some internal factors 

such as: fire, robber, food poisoning, customer safety etc. If the management can not 
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cover the crisis immediately it might become a big disaster like: the customer loses 

their life, the hotel loses the reputation, and the hotel lose the customer and at last 

decrease the income of hotel. External factors include: natural disaster, earthquake, 

terrorism and flood. These unpredicted crises would br:ng the big disaster to the hotel, 

if the hotel could not save the customer and prope1ty in the time of the crisis. For the 

hotel it could be a big problem. Consequently it is important for rhe hotel industry to 

prepare and rehearse strategies to minimize loss in an unpredicted crisis. 

The long :md complex Andaman coastline of Southern Thailand is internationally 

well known for its beautiful and exotic beach resorts, but for the tsunami-affected 

resorts the impact of the tsunami can be regarded as a natural disaster that will take a 

long time to recover. 

Less than 2 years after the tsunami disaster hit Southern Thailand the basic 

humanitarian needs have been met to a considerable extent, owing to the great efforts 

of the people, agencies and institutions involved. Emergency aid programs providing 

medical care, food and housing have been successfully completed. The profits of the 

hotel industry declined, some of the hotels intend to repair the damage or increase 

-
their occupancy rate. Even in the most severely hit zones, such as Khaolak and Phiphi 

Islands, the destroyed buildings are being reconstructed quickly. The emergency 

phase has passed and people have found themselves in situations where their very 

means for increasing the crisis image in the people's mind. 

Acts of nature can trigger emergency conditions and the results can often be 

disastrous. When acts of nature do strike, hotels and motels may encounter different 
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but unique problems even though they themselves may not be directly affected. For 

example, a natural disaster could leave. some people temporarily displaced or 

stranded. 

The Tourisri1 Authority of Thailand reported that nearly 20% of Phuket Island's 

h0tel capacity was disrupted by the tsunami. In the year 2005, one year following the 

event, while nearly all of the damaged hotels on Phuket Island have reopened, Phuket 

was still struggling to revive its tourism industry. 

1.2 Statement of the Problem 

Crisis management can prevent or avoid emergencies or disasters that are sudden 

and unexpected events that require an immediate response. While both emergencies 

and disasters result in disruption of normal activities, disasters are always 

accompanied by injuries to persons or property, or even by death. During the disaster 

the loss is inevitable, but the loss can be minimized if an effective prevention program 

is in place. 

The disaster prevention requires knowing what needs to be done in case of a 

disaster. This means communicating the necessary information to all employees. To 

.. 

prepare this involves actively taking steps in anticipation of the event's arrival. 

However, to make a good plan and realistic preparations, one first has to have the idea 

of what might happen. 

Preparations, like crisis management plans, should be based on events that are 

most likely to occur. In this case, choosing employees and training them gives them 

the knowledge of natural disaster. 
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Some big hotels do not have very good practice in crisis management or even in 

the disaster prevention. Some hotels cried: "We've done rehearsals. We've practiced. 

We have fliers. We have signage and information in each hotel room to inform the 

gucots," said Asnee Kankaew, resident manager of the Holiday Inn Resort Phuket. 

However, when the real crisis came, t~e tsunami destroyed the first floor of the hotel 

on Phuket's popular Patong Beach, and some guests died. 

The lacks of evacuation maps are very dangerous for customers. It could save 

lives. In some hotels, people could not see th<;) map or any signs to warn the guests. 

The consumer can get the information about crisis situation more immediately 

from the Internet than from the media. But in reality, the hotel did have the Internet, 

and could not update the information quickly, so, the consumer could not get the 

instant information about any crisis that had happened. 

During the tsunami 2004, for the hotels located in Phuket, the manager and other 

employees failed to warn the client during the disaster. When they noticed the disaster 

came, it was too late and many of the consumers were injured very seriously. This 

indicates that the hotel industry lacks sufficient crisis prevention. 

Furthermore, disaster management is related to disaster prevention. Disaster 

prevention needs to plan and prepare for different kinds of crisis and disasters or crisis 

readiness. The degree of crisis readiness direct! y influences the preparation of a crisis, 

and the degree of preparation for each organization protects the lives of customers and 

properties. Therefore, it is important to assess the crisis readiness. 

It is important for an organization to assess the readiness of crisis, in order to 

4 



prevent the crisis before it leads to a big disaster. The effect of tsunami to the hotel 

industry, it should not be a disaster for the hotel industry if the hotel is prepared 

readiness for the crisis. If it is not, the tsunami will affect the hotel industry and 

become a big disaster. 

There are these main problems which the hotels face: Firstly, the hotels in Phuket 

lack crisis readiness. Secondly, the degree of crisis readiness directly relates to the 

degree of disaster prevention. Thirdly, with the increasing frequency of crisis 

happening, it is important to prevent it better, so that it does not develop into a big 

disaster. 

1.3 Research Objectives 

There are 3 research objectives in this research: 

1. To identify strategies of disaster prevention 

2. To assess how ready hotels in Phuket are in dealing the disaster 

3. To recommend strategies to reduce disaster 

1.4 Scope of the research 

This research focuses on assessing the readiness of hotels in Phuket in dealing 

with the crisis towards the dimension of Readiness of Crisis management. 

In this research, the approaches of the hotel crisis readiness are the dependent 

variable. The type of hotel is independent variable. According to the assessment of the 

process of hotel's dealing with the crisis, it can be observed how well the hotels will 

handle the disaster. 
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This study focuses on Hotels in Phuket town, Patong Beach, and Karon Beach. 

Data collecting was during the period from the 11 November to 17 November 2006. 

As part of the research; a survey was conducted that questioned the managers and 

employees in the Phuket Hotels to assess how ready they were for the crisis. 

1.5 Limitations of the Research 

There are lots of risks in the hotels can that lead to crisis. Such as broken 

computer, low quality of service, fire, financial problem, food pcison, etc. All these 

could lead to a problem in the hotel industry. If it can not be preventw, it may 

become a disaster. 

This research focuses on the general point of crisis readiness of hotel industry to 

cover the crisis. It does not focus on other specific risk which can lead to potential 

crisis. 

6 
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information is only retrieve from 

the second data from Internet and 

some academic journals. The data 

limitation might affect the 

findings of the research, because 

these data might not come from 

the specific area of this study. 



1.6 Significance of the Study 

Crises are imaginable and conceivable. This study identifies the process of 

disaster prevention in Phuket Hotel Industry, and the whole process of Crisis 

Management. It also assesses the readiness of Phuket Hotel industry handling the 

crisis. 

The recommendation of disaster prevention should be another significance of this 

study. 

1.7 Definition of Terms 

Hotel 

A hotel is an establishment tliat provides paid lodging, usually on a short-term 

basis. Hotels often provide a number of additional guest services such as a restaurant, 

a swimming pool or childcare. Some hotels have conference services and meeting 

rooms and encourage groups to hold conventions and meetings at their location. 

Hotel under management contract 

Contract management encompasses the management of services in a very broad 

range of setting. In the hospitality industry, it means that a comract, a mutual! y biding 

legal relationship has been negotiated between the operator who furnishes 

management services to manage the food service and lodging operation and the owner 

who pays for these services. 
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Independent Hotel 

An independent is a person who maintains a limit to the size and scope of the 

business operation. An independent operation means the owner or general manager 

directs a business that has no affiliation with any other facilities or operations. 

Crisis 

Business administration predominantly terms crisis as 2. process that negatively 

influences the development of a company to a considerable extent (Krystek, 1987; 

Schulten, 1995). 

Crisis management 

Definition of crisis management: measures of all types which allow a business to 

cope with a suddenly occurring danger or risk situation in order to return as quickly as 

possible to normal business routine. (Scherler 1996, p. 17), 

Crisis Management can be broken down into four distinctive phases, the 4 R's: 

• Reduction: detecting early warning signals 

• Readiness: preparing plans and running exercises 

• _ Response: executing operational and communication plans during a crisis 

situation 

• Recovery: returning the organization to "normal" after a crisis 

Tourism 

The definition of tourism from the World Tourism Organization, is any activity of 

persons traveling to and staying in places outside their usual environment for not 

more than one consecutive year for leisure, business anrl other purposes not related to 
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the exercise of an activity remunerated from within the place visited 

(http://www.world-tourism.org/statistics/tsa projectffSA in depth/chapters/ch3-1.ht 

m). 

Tourism crises 

The definition of tourism crises is: Any occurrence which can thredlen the normal 

operations and conduct of tourism related business; damage to a tourist destination's 

overall reputation for safety, attractiveness, and comfort by negatively affecting 

visitors' perceptions of that destination. In tum, cause a down turn in the local travel 

and tourism economy, and interrupt the continuity of business operations for the local 

travel and tourism industry, by the reduction in tourist arrivals expenditures. (Stinmez, 

Bachmann and Allen 1994, p. 2.2) 

Crisis Readiness: 

Crisis Readiness "Being ready" involves more than making plans and running an 

occasional drill. Organizations need to evaluate their crisis exposure and develop 

strategic, tactical and communication plans. Managers must regularly audit the plans, 

conduct crisis response management exercises and acquire crisis management skills. 

Managers and staff need to be psychologically and physiologically prepared for the 

impact and stresses that crisis events may impose upon them. (PA TA 2003) 

Disaster 

A serious disruption of the functioning of a community or a society causing 

widespread human, material, economic or environmental losses which exceed the 

ability of the affected community or society to cope using its own resources. 
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Risk 

The probability of harmful consequences or expected losses (death and injury, 

loses of property and livelihood, economic disruption, or environmental damage) 

resulting from interactions between natural or human-induced hazards and vulneraiJle 

conditions. 

Disaster prevention 

Crisis prevention should be understood as pn:,paration for uncertain future 

damage or negative events. In contra•t to crisis coping, crisis prevention is 

characterized by continual occupation with the subject. It is comprised of the two 

areas, crisis precautions and crisis avoidance, in which both parts should not be 

viewed as temporally succeeding. They are rather independent parts, which, in 

practice and from a time perspective, can find them used one after the other or at the 

same time. 

Tsunami 

Tsunamis are giant waves, initiated by a sudden change (usually in relative position of 

underwater tectonic plates). The sudden change is typically enough to propagate the 

wave; however, its power can be enhanced and fed by lunar positioning and 

bo>Jndaries that focus its energy. 

www.eetimes.com/reshaping/wireless/OEG20020912S0034 

Tourist 

Tourist is a visitor who travels to a country other than that in which he/she has 

his/her usual residence for at least one night but not more than one year, and whose 

JO 
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main purpose of visit is other than the exercise of and activity remunerated from 

within the country visited (Ning, 1999). 

11 



Chapter II 

Literature Review 

This chapter presents a literature review, describes different theories and models 

leading to the development of tile conceptual framework upon which this research 

study has been conducted. The researcher presents the conce!)t a11d theories about 

disaster management, crisis management. Moreover, it contains relevant theories 

related to disaster assessmeat and prevention. The first section of this chapter 

describes the concept of disaster, crisis and the relationship between disaster and crisis. 

The second section of this chapter describes disaster, crisis management and both in 

tourism industry. 

2.1 Risk, Crisis and Disaster 

Risk and uncertainty are part of the everyday operating environment for all 

organizations. Occasionally the risks may be sufficient to generate a crisis which if 

left unattended can becomes a disaster. 

Risk 

Crisis 

Disaster 

figure 2.1. l Risk, Crisis and Disaster 
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What is a disaster or crisis? 

The nature of incidents is that each appears to be a one-off, unrepeatable event -

like tsunami. A crisis has been defined as a "turning point for better or worse", 

"decisive moment" or "crucial time" i.e. a situation that has reached a critical phase. 

However, there are some features of crises that are identifiable and can be considered 

by a property manager keen to limit the possibility of an incident turning into a 

disaster. For example, some emergencies are caused by a combination of events -

preconditions that can turn a simple non-hazardous event into a chain reaction almost 

like the escalation of a disaster. (Hilary Davies 1998) 

A disaster and a crisis are two different and related events. The two terms are 

sometimes used interchangeably. Several Man-made disasters that occur at an 

industrial organization may develop into an industrial crisis. A Crisis can happen to 

any organization. A Natural disaster, like the tsunami, that occurs in a tourism 

industry may develop into tourism crisis. 

2 2 Concept of disaster 

Foster (1980) maintains that disasters are the consequences of extreme events. 

Many disaster planners still think of disasters in terms of their origin (e.g. natural as 

opposed to technological), while most researchers seldom view them as agent-specific 

(Hewitt 1995). Perhaps because of the difficulty of including all of the potential 

causes of a disaster within a succinct definition, and because of multi-hazards (i.e., 
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situations within which one hazard [e.g., an earthquake] causes another [e.g., a 

landslide]), it is extremely difficult to define disaster in terms of cause. 

Many of those who choose not to define a disaster by its origin/cause define it 

according to its characteristics. These may include: (I) length of forewarning, (2) 

magnitucie 01- impact, (3) scope of impact, and (4) duration of impact (Kreps 1995, 

258). Disaster researchers generally agree that a disaster affects people (Korver 1985) 

and that it is often catalogued in terms of the number of dead and injured. Hcwever, 

others have expanued the definition to reflect major losses to both population and 

physical structures-losses that disrupt the social structure and essential functioning 

of a community (Fritz 1961). The problem with focusing on community disruption as 

a way of defining disaster is ~eflected in situations such as that of Lauda Flight 004, 

which, carrying 213 passengers, crashed in a remote jungle site in Thailand in 1991. 

Researchers such as Rosenthal et al. (1989) have pointed out that in the 

developed world; the impact of disasters is more readily evident in their psycho-social 

and politico-economic impacts than in their mortality rates. However, because the 

impact of a disaster can be both unexpected and extremely varied, it is extremely 

difficult to include all potential impacts within any single definition. Similarly, in 

situations in which no human lives are lost (such as the 1989 Exxon Valdez oil spill), 

definitions based on impact on humans become less relevant (at least in regard to 

direct impact). 

Others researchers, such as Drabek ( 1986, 46-4 7), state that disasters have six 

characteristics that differentiate them from emergencies: (I) degree of uncertainty, (2) 
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urgency, (3) development of an emergency consensus, ( 4) expansion of the citizenship 

role, (5) convergence (i.e., the sudden influx of people and material upon a disaster 

scene), and (6) de- emphasis of contractual and impersonal relationships. 

Laurence (2000) contend that Kreps (1995) who focuses on characteristil:s when 

attempting to define disasters fails to take into account the gn;at differences between 

these events. As technology has improved, many disasters that, twenty or even ten 

years ago, would have been unexpected events can now be forecast with some 

accuracy. For example, Hurricane Andrew was forecast ahead of tim~ and thousands 

of people were able to evacuate prior to its arrival. In this case, uncertainty had little 

relevance to ai1 event that resulted in few casualties but billions of dollars worth of 

damage. Likewise, factors such as duration bear little relationship to ammint of 

damage. For example, the Kobe earthquake, whose impact can be measured in 

seconds, is the most costly disaster of recent years: over U.S. $100 billion (Mileti 

1999). In an attempt to overcome the problems posed by defining disaster in terms of 

impact, some researchers define it in terms of capacity to respond. 

It would appear that any adequate definition of disaster must reflect a given 

locality's capacity to respond; the fact that what has occurred is unusual; and the fact 

that the impacts of what has occurred are of social, economic, political, and ecological 

significance. Having considered the pros and cons of the various definitions set forth 

in this and the preceding section. 

Laurence (2000) offer the following as a comprehensive working definition of 

disaster: A disaster is a non-routine event that exceeds the capacity of the affected 
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area to respond to it in such a way as to save lives; to preserve property; and to 

maintain the social, ecological, economic, and political stability of the affected region. 

This definition of disaster does the following: 

(I) It eliminates from consideration such routine emergencies as house or a11artment 

fires, and motor vehicle accidents. Disasters are unusual events, complex and 

difficult to respond to, and their impacts may last for generations. By defining 

them as non-routine the e·vents was exclude that even though they might involve 

death and destruction, can be handled by simple operating procedures. 

(2) It takes into consideration the capacity of the local area to respond tc an incident. 

This is important because, in most cases, large communities, simply because of 

the number of their available resources, are more capable of handling very 

serious situations than are small communities. 

(3) It takes into consideration the importance of maintaining the social, ecological, 

economic, and political stability of the affected area. This is important because, 

clearly, when people are killed and homes are destroyed, those who survive will 

suffer long-lasting emotional and psychological effects. Property damage results 

in both direct (e.g., property loss) and indirect (e.g., job loss) economic 

consequences. Oil spills and tsunamis can destroy shellfish habitat and other 

areas of ecological significance. Incoming personnel from higher levels of 

government and national and international agencies may disrupt local 
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decision-making processes, and terrorist operations may increase political 

instability. All of the foregoing may be included under the potential effects of a 

disaster, and, as Handmer et al. (1991) indicates, any definition of disaster must 

recognize their seriousness. 

2.3 Disaster management 

Various terms (e.g., emergency preparedness, disaster planning) have been used 

to describe the process of dealing with disasters. In order to avoid confusing the 

reader, throughout this dissertation the commonly recognized expression "disaster 

management" is used when referring to the process of attempting to control/manage 

disasters. 

2.3.1. Definitions of Disaster Management 

"Disaster" has been defined in the previous section. Certo et al. (1983, 9) define 

management as "the process of reaching organizational goals by working with and 

through people and other organizational resources." However, this definition can be 

problematic since there are many organizations involved in dealing with disasters and 

each may have its own goals (e.g., firefighters may be focused on putting out a fire, 

while others may be concerned about securing property). Drucker's (1974, 17) 

definition of management is preferable: "[making] people capable of joint 

performance by giving them common goals, common values, the right structure, and 

the ongoing training and development they need in order to perform and to respond to 

17 



change." Certainly, disasters involve change, and responders and the community need 

assistance in dealing with it. 

Most disaster management, from an operational perspective, has focused on the 

development of an emergew.:y plan (Quarantelli 1986); however, according tG Aguirre 

(1994, 2), "despite its obvious relevance to preparedness ~ctivities, planning for 

disasters has not received a great deal of research attention in the social sciences." 

Much of the research has been devoted to post-disaster sociological or psychological 

studies. 

Essentially, Quarantelli (1986 ), Drabek 0 986),) agree that the disaster 

management process i~ comprised of a series of activities that precede, carry on 

during, and follow a disaster. Drabek (1986) expands the concept of disaster 

management to conform to the nomenclature proposed in the 1979 National 

Governors' Association report entitled. 
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Comprehensive Emergency Management: A Governor's Guide. This concept includes 

four phases: 

Table 2.3.1: Concept of Disaster Management 

Planning 
1. Preparedness/Readiness 

Warning 

Restoration 
2. Response 

Reconstruction 

Evacuation and Pre-Impact Mobilization 
3. Recovery 

Post-Impact Emergency Actions 

Hazard Perceptions 
4. Mitigation/prevention 

Adjustments 

Source: (Drabek 1986) 

This framework suggests a linear approach to disaster management, while others 

extol a circular (Quarantelli 1986). Drabek also omits reference to the development of, 

training for, and testing of the plan. In keeping with Quarantelli, Laurence (2000) 

contend that the disaster management process includes activities in six areas: ( l) 

hazard, risk, and vulnerability (HRV) analysis; (2) mitigation; (3) response (including 

alert and warning, impact, immediate post-impact, and rescue); (4) recovery and 

reconstruction; (5) education and training; and (6) exercising or testing of emergency 

plans. 
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Figure 2.3.1: The Disaster Management Process 

Hazard, 
Risk & 
Vulnerability 

Analyses 

Exercising 
the Plan 

Training 

In this study, the researcher focuses on the crisis prevention; different types of 

hotel have different readiness of crisis. This shows how well the hotels are at dealing 

with the disaster impact. The researcher will identify the crisis prevention next. 

2.3.2 The identification of disaster prevention 

Prevention includes the identification of hazards, the assessment of threats to life 

and property, and the taking of measures to reduce potential loss of life and property 

damage, sometimes known as disaster mitigation. 

Mitigation measures range from community awareness campaigns to increase 

knowledge of how to deal with disaster situations, land use planning and design 

decisions to stop development which may be dangerous in the event of a disaster, to 

capital works such as levee bank construction to reduce the impacts of flooding. All 

mitigation measures are important as they can not only reduce the cost of disasters to 
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the community, but they help save lives. Disaster Managers at all levels are 

responsible for using a risk management process to identify prevention and mitigation 

options. 

The heart of the res0lution or a crisis is in the preventive efforts the company has 

initiated. This step, similar to a human body, is actually the least expensive, but quite 

often the most overlooked. Preventive measures deal with sensing potential problems 

(Gonzales-Herrero and Pratt, 1995). Major internal functions of a company such as 

finance, production, procurement, operations, marketing and human resources are 

sensitive to the socioeconomic, politicai-legal, competitive, technological, 

demographic, and global and ethical factors of the external environment. \Vhat is 

imminently more sensible and much more manageable, is to identify the processes 

necessary for assessing and dealing with future crises as they arise (Jackson and 

Schantz, 1993). At the core of this process are appropriate information systems, 

planning procedures, and decision-making techniques. A soundly-based information 

system will scan the environment, gather appropriate data, interpret this data into 

opportunities and challenges, and provide a concrete foundation for strategies that 

could function as much to avoid crises as to intervene and resolve them. 

Preventive efforts, as stated before, require preparations before any crisis 

symptoms set m. Generally strategic forecasting, contingency planning, issues 

analysis, and scenario analysis help to provide a framework that could be used in 

avoiding and encountering crises. 
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Main Elements of the Disaster fHsk Manaqement Process 

Table 2.3.2 Main Elements of the Disaster Risk Management Process 

2.4. Crisis management 

PATA (2003) has classified Crisis Management into four phases; which are 

shown in Table 2.4.1. 

In the Reduction phase, they key to crisis management is to identify a potential 

crisis, and then seek to reduce its impact. Managers should perform a survey of the 

organization's internal strengths and weaknesses and external opportunities and 

threats of SWOT analysis. Based on that they can evaluate the likely impact on the 

organ_ization of a particular type of crisis, deYise continuity and contingency plans and 

work out how to reduce the possibility of its crisis (PATA, 2003). 

In the Readiness phase, "Being ready" involves more than making plans and 

running an occasional drill. Organizations need to evaluate their crisis exposure and 

develop strategic, tactical and communication plans. Managers must regularly audit 

the plans, conduct crisis response management exercises and acquire crisis 

management skills. Managers and staff need to be psychologically and 
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physiologically prepared for the impact and stresses that crisis events may impose 

upon them (PATA, 2003). 

In the Response phase, Response is dedicated to the immediate aftermath of an 

event when everything is at its most chaotic. It will become very quickly apparent 

whether ~he reduction and readiness phases have developed continuity and 

contingency plans that are effective. The initial operational emphasis will be on 

damage control in both lives and property. The crisis communications strategy should 

already be in play, pre-empting and reassuring stakeholders and the public (PATA, 

2003). 

The best assessment of effective crisis management is if a crisis h~s been avoided 

in the reduction and readiness phases. However, many crises are "acts of the gods" -

seemingly unavoidable. In this case, a crisis management system's effectiveness can 

be gauged three ways (PATA, 2003). 
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1.1 Crisis Awareness 

I .Reduction 1.2 Political awareness 

1.3 Standard Operating Procedures 

2.1 Crisis Management Flan 

2. Readiness 2.2 Tourism Planning 

2.3 Health and Safety measures 

3. I Emergency response Procedures 
3.Response 

3.2 Investigation 

4.1 Business Continuity Plan 

4.Recovery 4.2 Human Resources 

4.3 Debriefing 

Table 2.4.1 Four Phases of Crisis Managing 

Sources: PATA (2003) Crisis - It won't happen to us! - Expected the unexpected 

be prepared, p.5 

2.5 Crisis management in the tourism industry 

Crisis management is still a relatively new concept for tourism although it already 

has an established presence in other business environments. Certain crisis situations 

discussed above are unavoidable, yet to some extent they can be prepared for and 
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managed. Crisis management developed at the core of the tourism industry can reduce 

their negative impact. It is critical for countries to adopt a more structured approach to 

crisis management and ensure that crisis plans are introduced well before disaster 

strikes. 

The first hours of post crisis are crucial in communicating correct ir. Formation to 

the media. If left uninformed, the press often reports a distorted view of events and 

creates a c~isis of perception. The snbsequent crisis-communications exercise can thus 

become disproportionate to the actual level of the disaster. If a crisis te'lm is 

established in advance and the media dealt witi:t effectively, the extent of perceived 

crisis can be reduced. This could help reduce the cost of winning back consumer 

confidence after the event, which often involves expensive marketing campaigns, 

price-cutting, special promotions and familiarization trips. 

As well as becoming more 'crisis-prepared', the tourism industry should aim to be 

more proactive both in preventing disaster through enhanced safety measures and in 

giving responsible travel advice. A number of progressive signs have emerged in 

recent years such as an increasing number of special tourist police forces, industry 

manuals on safety such as the Best Practice Manual on Traveler Safety and Security 

(WTO, 1995) and a number of industry conferences creating awareness on the subject. 

One of the key objectives of the White House Conference on Travel and Tourism 

(WHCTT) in 1995 was mobilizing the industry to respond to concerns about traveler 

safety and security, through community partnerships and disaster preparedness 

program. 
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Management Contract refers to the actual agreement by the parent organization 

and the "food service management service" company whereas responsibility for the 

operation and supplying of services becomes that of the food service management 

company. The cont;-act can be created, agreeing to full or partial responsibility of 

operations by the management contract company. 

2.6 Hotel Industry in Phuket, Thailand 

Hotel standards were continuously upgraded in the hore of not only attracting 

more customers, but also to be to increase rack rates. There was also an increase in 

number of chained hotels, both international and privately owned in the year 2004, 

which are all mid- to premium star ratings. However, Thailand already has more than 

4,000 hotel outlets in the country and is a highly competitive market. With negative 

events throughout the year, hotels had no choice but to have a good crisis 

management to compete with all kinds of negative events, like the tsunami crisis. As 

such, the hotel minimizes loss in a crisis. 

·--
2.6.1 Hotel under Management C;mtract 

Contract management encompasses the management of services in a very broad 

range of setting. In the hospitality industry, it means that a contract, a mutually biding 

legal relationship has been negotiated between the operator who furnishes 

management services to manage the food service and lodging operation and the owner 

who pays for these services. Usually, the owner either does not have the expertise or 
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the desire to manage the food service or lodging operation or must therefore buy the 

service from a management company. 

As in many Asian countries, the tourism industry has played a crucial role in the 

growth of Thailand's economy. In recent y;;ars, through the efforts of both the Thai 

government and the private sector, the number of international visitors a'.1d the 

amount of tourism-derived revenue has grown steadily. During the ten years between 

1992 and 2002 the Thai hotel industry s~w the number of available bedrooms nearly 

double fro 130,000 to 240,000 and guest stays increase from 15.5 million to mort' 

than 40 million (Tourism Authority of Thailand, 2003a, b ). One source of these new 

hotel rooms has been joint ventures based on the granting of management contracts by 

Thai property owners/developers to international hotel companies (the "operator") 

who provide the management know-how and typically an established hotel brand 

name. 

The hotel industry has undergone a constantly changing situation in the last two 

decades. In the 1970s and 1980s, the hotel industry brought prosperity, and the 

number of hotels expanded rapidly. Much of this development was undertaken by 

.•. 

people who were experienced in the hotel operations. The hotel owners invited 

management companies to furnish management services to operate the food service 

and lodging operations for a given monetary consideration. 

27 



2.6.2 Independent Management Hotel 

An independent is a person who maintains a limit to the size and scope of the 

business operation. An independent operation means the owner or general manager 

directs a business that h<.s no affiliation with any other facilities or operations. This is 

not to say that independents do not want growth, because they do. However, 

Sometimes because of limited capital or because it is hard for the general manager to 

get capital, the independent operation usually lack of management. 

2. 7 Crisis readiness 

2.7.1 Estahlish crisis management team 

It is important to establish a crisis management team, with a clear chain of 

command, well in advance of any crisis (McCune, 1994). The team should meet at 

least every six months to discuss potential crises and how to respond to them 

(Hoffman, 1996). These teams should be cross-functional, to get input from all 

aspects of the business, identify every possible disaster they can imagine the company 

facing, as well as possible responses, and identify potential crises and determine how 

~--

vulnerable the company is to them. A full crisis plan should. be developed for the 

crises that have the highest risk of happening to a company, while for lesser risk crises, 

a smaller contingency plan should suffice. 

The formation of a crisis management team is an important activity. The purpose 

is to provide a centralized power structure that can make and implement decisions 

rapidly in the midst of a crisis. The crisis management team's goal is to exercise staff 
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and social responsibility to all stakeholders, and get the organization or destination 

back to business as usual, as soon as possible. 

The crisis management team can also be used outside of crisis situations to be 

proactive and diminish the likelihood of crisis, and to develop the organizational 

learning processes. The crisis m;magement team must cooperate swiftly in murky 

situations. The crisis management team will assess the problem sort through the 

treatment options, and administer the needed care quickly. The crisis management 

team will call internal and external expens as needed. 

2.7.2 Crisis management plan 

Crisis management planning processes may cover a huge range of possible 

eventualities. However, few organizations can hope to plan and respond to every 

conceivable crisis that might beset them (Lerbinger, 1997). Commentators tend to 

agree that, while a wide scan of possible problems is desirable, management should 

endeavor to identify those key situations which might severely compromise the 

organization's position and/or reputation. However, such recipes, in a similar way as 

--
the typologies commented on above, contain risks. It is too easy to take a mechanistic 

approach to crisis management. The actual involvement of people should not be 

under-emphasized. Crisis plans not only involve people in their design - staff will 

also be involved in processes to mitigate the impact and ramifications of a crisis 

situation. To that end, role definition, communication channels and command 

structures and responsibilities will require careful consideration. 
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2. 7 .3 Simulation exercises: 

Simulation exercises are often ba5ed on scenarios developed secretly and 

submitted unprepared crisis management team. Typically, the crisis management team 

must operate under the watchful eyt of observers tasked with identifying dysfunctions 

and preparing d report. Such exercises can be interesting but tend to produce 

unrealistic responses since the key top executives-CEO, CFO and COOs-rarely 

participate, despite the fact that they are likely to be the key participants in any real 

crisis management initiative. Simulation exercises require a great deal of time to 

prepare and are often disappointing as the participants quickly return to their daily 

work routines and do not give much further thought to crisis management- until 

following year's exercise, when the same, or similar, dysfunctions will be observed 

(Robert & Chris 2002). 

2.7.4 Create awareness among industry 

Awareness in the population can also be raised through a number of measures. 

Information campaigns (e.g. radio or brochures) can draw short-term attention to 

definite dangers and needed precautions (e.g. at the beginning of the rainy period), or 

promote acceptance for forthcoming preventive activities (e.g. a law on environmental 

protection or a vaccination campaign). Provided it is long-term (e.g. in schools) 

training/education can also alter people's attitudes and behavior. The most effective 

way to raise awareness, however, is to actively involve as many people as possible in 

implementing measures in the different operational areas of disaster risk management. 
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2. 7 .5 Train staff 

The point made about training support staff, as those on the front line are the 

most likely to be the first to receive a call, is extremely important. Woodcock 

comments that many experts now believe everybody in an organization needs an 

awareness of crisis management. 

It can be done through a simple cascade management system, supported by 

monthly team briefings explaining h0w the crisis management system works, and by 

cards listing the most important do's and don'ts and key emergency numbers (Purdom, 

1995, p. 11). 

However, this leads on to the point that it is not only the undertaking of an 

elaborate issues audit that can avert disaster - having an effective set of house rules 

into which all staff are inducted can avoid a minor crisis, which can blow up into 

something more extensive. 

2.7.6 Advance decision-making 

Available data points to crisis decision-making influence being spread among 

quite a number of interested parties. The spotlight may focus on small crisis teams or 

policy centers, but, while staying in the background, many advisers (police chiefs, fire 

chiefs, psychiatrists, chemicals experts, media consultants) advance into positions of 

decision-making power and influence (Rosenthal 1989) 

Crisis decision making often involves the same kind of give-and-take 

compromise as in routine administration. Indeed, many emerging crisis episodes or 
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events seem to pose acute dilemmas for choosing between equally defensible courses 

of action; often represented by different agencies involved in crisis events. Riots 

(Jacobsl993), may compel decision makers to find a balance between toughness and 

accommodation; terrorist assaults may invite trade-offs between emphasizing the rule 

of law and resolute deterrence; disasters may force the decision makers to choose 

between sending resources to the then-known epicenter or waiting for additional 

information on the impact of disaster in other areas not in communication with crisis 

decision-making units (Comfort 1993). 

2.7.7 Establish a local net-work 

Kilduff and Tsai (2003) introduce the concept of "network trajectory" that builds 

on the notion of combining "macro-level processes of tie information between 

organizations" and the "micro-level processes of interpersonal trust information 

between individuals". After crisis happened, some organizations practice in relief 

efforts, and the media attention that comes with that, as an opportunity to generate 

support from donors (Minear 2002). 

2.7.8 Emergency services 

Health and security regulations cover working in a disaster area and must be 

followed. Advice may also be obtained from local emergency services attending the 

incident. The preparation for and carrying out of functions to prevent, minimize and 

repair injury and damage resulting from natural or man-made disasters. These include 
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fire-fighting services, police services, medical and health services, rescue, engineering, 

warn-ing services, communications, radiological, chemical and other special weapons 

defense, evacuation of persons from stricken areas, emergency welfare services, 

emergency transportation, emergency resource management, existing or properly 

assigned functions of plant protection, temporary iestoration of public utility services, 

and other functions related to civilian protection. 

http://www.dhrm. state. va. uslhmol icy/policy/poi4 17. pdf#search=% 22Emergency%2 

Oservices%20nature%20disaster%22 

2.8 Previous Studies/Research 

In defining "disaster," it is useful to consider this term within the context of four 

categories: (I) lexicology, (2) origin/cause, (3) characteristics, and (4) capacity to 

respond. 

(l )Form the point of Lexicoiogy: words such as "emergency" and "planning" 

have been used interchangeably with words such as "disaster" and "management," 

respectively. According to the Oxford Canadian Dictionary (1998) an "incident" is 

considered to be a minor situation; an "emergency" a more serious situation; a 

"disaster" a yet more serious situation; and a "catastrophe" the most serious situation 

of all. 

(2)From the point of origin: Foster (l 980) maintains that disasters are the 

consequences of extreme events. Many disaster planners still think of disasters in 

terms of their origin (e.g. natural as opposed to technological), while most researchers 

33 



seldom view them as agent-specific (Hewitt 1995). Perhaps because of the difficulty 

of including all of the potential causes of a disaster within a succinct definition, and 

because of multi-hazards (i.e., situations within which one hazard [e.g., an earthquake] 

causes another [e.g., a landslide)), it i, extremely difficult to define disaster in terms 

of cause. 

(3 )From the point of characteristics: Many of those who choose not to define a 

disaster by its origin/cause define it according to its characteristics. These may 

include: (1) length of forewarning, (2) magnitude of impact, (3) scope of imp;:;ct, and 

( 4) duration of impact (Kreps 1995) 

(4)From the point of capacity to respond: The issue of the local government's 

capacity to respo;;d is crucial to many Canadian and American definitions of disaster 

(Richie 1983; Tierney 1985). Britton (1986) employs three levels of social crisis-(1) 

accidents, (2) emergencies, and (3) disasters-each of which is defined according to 

who is involved, the degree of their involvement, and the degree of disruption to the 

social system, thus combining the capacity of a community to respond with the actual 

impact of the event. 

Myers (1997, 1) states that: "Mitigation, prepl!!"edness, response and recovery are 

not separate endeavors and they should not be pursued by separate professionals. 

They are a long-term process and must be linked." Indeed, this is implicit in my 

definition of disaster management: Disaster management is the process of forming 

common objectives and common values in order to encourage participants to plan for 
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and deal with potential and actual disasters. 

A crisis can also be defined as: Any situation that has the potential to affect 

long-~erm confidence in an organization or a product, or which may interfere with its 

abiiity to continue operating normally. Some examples of crises that may effect travel 

industry organizations include: (PATA 2003) 

Natural: 

Avalanche 

Hurricane 

Man-made: 

Act of terrorism 

Adventure sports 

Aircraft crash 

Murder 

Flood Medical epidemic 

Violent storm Fire 

Fire Personal Harassment 

Hijacking Political action 

Riots Kidnapping 

Terrorism Building fire/collapse 
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Earthquake 

Mudslide 



Table 2.8.1 Summary of Previous Studies 

Author (Year) Objective Main findings 

Linda S. Ashcroft Toward public relations • Find the check list of crisis 

(1992) know crisis management management 

A.W.Cobum Toward the training model • Find the ways of disaster 

(1994) know the disaster mitigations 

mitigations e Know the mitigation 

strategies 

Laurence 
Dominiqae Renee 

Hazards, disaster, and u.s c Know the disaster 

Pearce 
emergency management prevention progress 

(2000) 

• Know the definition of 

disaster management 

Robert A. Brymer Hospitality Tourism • The concept of hotel under 

(2002) management contract 

• The concept of independent 

hotel 

PATA(2003) Identify the 4 phases of cri,is • 4 phases of crisis 

management reduction, management 

readiness, response and 

recovery 
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Chapter Ill 

Research Framework 

In this part of the study, the researcher draws the theories from the literature 

review to develop the conceptual framework of the research. This chapter comprises 

of five sections. The first section of this chapter is the theoretical framework of the 

research. The theoretical framework is the foundation on which the entire research 

project is based. It is logically developed, described, and elaborated network of 

associations among studies variables. Second section is the conceptual framework. 

That is, the researcher's own framework explaining the independent and dependent 

variables. Sectioa three is the research hypothesis that describes statements and 

information of concepts that's specifies specifying the relationship of variables that 

will be tested in this research. The fourth section is defining independent and 

dependant variables. Finally, the last section is operationalisation of related variables 

that are the examples of all variables and its sub-variables translated into action. 

3.1 Theoretical framework 

The researcher has drawn a theoretical framework to represent a conception 

related to the research study. The theoretical framework is a conceptual model of how 

one theorizes the relationship among the several factors that have been identified as 

important to the problems ( Sekaran, 1992). It clarifies the questions and it 

summarized the overall concepts being investigated (Daniel, 1993; Gates, et al., 

1998). 
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According to the PATA (2003) Crisis Readiness "Being ready" involves more 

than making plans and running an occasional drill. Organizations need to evaluate 

their crisis exposure and develop strategic, tactical and communication plans. 

Managers must regularly audit the plans, conduct crisis response management 

exercises and acquire crisis management skills. Managers and staff need to be 

psychologically and physiologically prepared for the impact and stresses that crisis 

events may impose upon them. 

The whole chain of command must become part of the crisis management 

readiness program, as it in turn becomes a part of the organization's culture. This can 

be achieved in several ways: 

•Make a senior executive directly responsible for crisis management issues 

• Draw up a timetable for reporting on crisis management issues 

• Include all employees in the presentation process 

• Make crisis management issues part of the overall strategic planning process 

• Communicate crisis management policy and procedure to all stakeholders 

Readiness is not just the second of four phases of crisis management. An 

effective crisis management readiness program has the opportunity to be the last stage 

as it prevents the potential crises before it occurs. 

3.2 Conceptual Framework 

Concepts are the basic building blocks of scientific investigation. There are 

creations of the human mind that are used in the classification and communication of 
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the essence of some set of observation. Concept can be defined as an abstract idea 

generalized from particular facts and be directly tied to observable facts. 

A conceptual framework is developed based on the previous empirical research, 

relevant theories, and author's experience. The main objective of this study is to 

assess how hotels in Phuket deal with nature disaster read. The models are used as 

representations of theoretical systems so that the research can be tested, examined, 

~nd generally analyzed. 

After studying many literatures on frameworks and related studies, which were 

conducted by a variety of researchers, a specific map idea is drawn to construct the 

conceptual framework on this study. 

This diagram represented the conceptual framework of the research study. 

Table 3.2.l Conceptual framework 

Independent Variable 

Hotel Types 

1. Hotel Under Management 

Contract 

2. Independent Managemen! 

Hotel 

01 
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Dependent Variable 

Crisis Readiness 

1. Establish Crisis management 

Team 

2. Crisis management Plan 

3. Simulation exercise 

4. Crisis awareness 

5. Train Staff 

6. Advance decision-making 

7. Establish a local network 

8. Emergency service 



The conceptual framework was shown in this research has been developed from 

generic ideas of variable for the independent variables, which are the factors relevant 

in read the tsunami disaster, whereas the dependent variable of this study focuses on 

performance of the Hotel indmtry itself. The frame work shows that different types of 

hotel have different readiness in time of crisis. 

3.3 Independent and Dependent Variables 

The independent variable which the researcher is interested in and selected for 

study is the readiness of crisis management as mentioned above. The studied 

independent variables that were studied are from theory of crisis readiness. 

This study is focusing on the assessment of how ready the Phuket Hotel Industry 

during the tsunami disaster. Within the study, the crisis management can be regarded 

as the process of disaster prevention. 

The independent variables in this study are: 

1. Hotel under management contract 

The use of management contracts as an entry mode by international hotel firms is 

not uncommon in the international hotel business, for as previous research by 

Contractor and Kundu ( 1998) has indicated, foreign market entry through high equity 

and control modes is not always feasible, nor it is desirable for large global 

operations. 
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2. Independent management hotel 

An independent is a person who maintains a limit to the size and scope of the 

business operation. An independent operation means the owner or general manager 

directs a business that has no affiliation with any other facilities or operations. This is 

not to s1y that independents do not want growth, because they do. Sometimes because 

of limited capital or it is hard for the general manager to get capital, the independent 

operation usually lack of management. 

The dependent variables in this study are: 

1. Crisis management Team 

The formation of a crisi~ management team is an important activity. The propose 

is to provide a centralized power structure that can make and implement decisions 

rapidly in the midst of a crisis. The crisis management team can also be used outside 

and inside of crisis situations to be proactive and diminish the likelihood of crisis, and 

to develop the organizational learning processes. (PATA 2003) 

2. Simulation exercise 

Despite the best plans to avert it, a crisis happens, it is important to "Ensure that 

all communications are targeted at all audiences and not just at the media, with 

appropriate contact lines or enquiry personnel" (Haywood, 1994, p. 187). In light of 

the speed of media coverage, anxious members of the public can jam phone lines with 

enquiries, for example in the health scare crises mentioned earlier. Separate help lines 
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staffed by trained personnel should be ready at the same time as media information, 

and information should be simultaneously supplied to other parties who are likely to 

be contacted by the public. 

3. Create awar<'ne•s among industry 

To create the crisis awareuess among whole hotel industry can helped people 

understand that real crisis can happen at any time. This emphasizes the importance of 

being mentally prepared. 

4. Train staff 

Train and educate staff about safety-related issues will be needed during the crisis. 

Without training and information about expected behavior in an emergency, each staff 

member may respond differently to dangerous events, exacerbating the crisis. 

5. Decision-making 

Crisis management and crisis decision making involve many actors in the political 

administrative sphere and, under critical circumstances, the lines between political 

and administrative roles can be blurred substantially. Once a decision has been made, 

however, there will not be time for protracted reappraisal. 

6. Establish local net-work 

A local network of regional tourism crisis management centers should be 
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established in order to manage media relations, information flows and other sensitive 

communications. The media responded quickly by helping to disseminate information 

through the whole n~.tion. The widespread awareness made it possible for the 

international community to co!J1e together to launch a better way relief effort. 

7. Emergency service 

Emergency Services means the preparation for and the carrying out of such 

functions other than functions for which military forces are primarily responsible, as 

may be necessary or proper to prevent, minimize, repair and alleviate injury and 

damage resulting from disasters caused by fire, flood, earthquake or other manmade 

or natural causes. These functions include, without limitation, fire fighting services, 

police services, medical and health services, rescue, engineering, air raid warning 

services, communications, radiological, chemical and other special weapons defense, 

evacuation of persons from stricken areas, emergency assigned functions of plant 

protection, temporary restoration of public utility services and other functions related 

to civilian protection, together with all other activities necessary or incidental to the 

preparation for and carrying out of the foregoing functions. 

http://www.normal.org/Code/25 02.asp 

3.4 Research Hypotheses 

A hypothesis is an assumption of the characteristics of the study group. A good 

hypothesis is stated as clearly and concisely as possible. The expected relationship 
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between the variables and defines those variables in operational, measurable terms. 

(Gay, L.R. and Diehl, P.L. 1996) also added that a simpl, but clearly stated hypothesis 

made it easier for research to understand, simplified the testing and facilitated 

formulation 0f conclusions following data analysis. Based on the above conceptual 

framework, the following hypotheses are set up to prove the relationship between 

variables. To test how ~eady the Phuket Hotel Industry prepared during the tsunami 

disaster. 

According to the objectives of this research, there a;:e a total of three hypotheses 

that need to be tested to achieve the objectives. The research hypotheses are stated as 

follows: 

Hal: There 1s no difference between hotels under management co;:itract and 

independent hotels in their crisis readiness regarding established crisis management 

team 

Hal: There is difference between hotels under management contract and 

independent hotels in their crisis readiness regarding established crisis management 

team 

Ho2: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding crisis management plan 

Ha2: There is difference between hotels under management contract and 

independent hotels in their crisis readiness regarding crisis management plan 

Ho3: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding simulation exercise 
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Ha3: There is difference between hotels under management contract and independent 

hotels in their crisis readiness regarding simulation exercise 

Ho4: There is no difference between hotels under management contract and 

independent hotels in tbeir crisis readiness regarding crisis awareness 

Ha4: There is difference between hotels under management contract and 

independent hotels in their crisis readiness regarding crisis awareness 

Ho5: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding train staff 

Ha5: There is difference between hotels under management contract and 

independent hotels in their crisis readiness regarding train staff 

Ho6: Th~re is no difference between hotels under management contract ar:d 

independent hotels in their crisis readiness regarding decision making 

Ha6: There is difference between hotels under management contract and 

independent hotels in their crisis readiness regarding decision making 

Ho7: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding establish local network 

Ha7: There is difference between hotels under management contract and 

independent hotels in their crisis readiness regarding establish local network 

Ho8: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding emergency service 

Ha8: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding emergency service. 
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3.5 Operationalization of the Independent and Dependent Variables 

Concepts are abstract ideas generalized from particular facts and must be well 

defined first before operationlization taking place. Without concept, there can be no 

theory (Davis and Coenza, 1993). Operational definition gives meaning to a concept 

by specifying the activities or operations necessary to measure it (Zigmund, 1997). 

The operationa! definition specifies what must be done to measure the concept under 

investigation. 

In this research, there are three types of 3cales being used for measuring the 

dependent and independent variables, which are Interval Scale, Ordinal Scale and 

Nominal Scale. Below is the table t:iat describes the Operationalizaion of Variables 

and the measurement of each variable. 

Table 3.5.1 Operational definition of Variables -independent: 

Variable Conceptual Operational Level of Question 

Definition Component Measurement No. 

1. Main type of 1)'pe of • Hotel under management Part I 

Nominal 

Hotel Hotel contract Q6 

-

• Independent hotel 

Table 3.5.2 Operational definition of Variables -dependents: 

Variable Conceptual Operational Level of Question 

Definition Component Measurement No. 

Establish crisis Discuss potential • Identify the crisis Interval Part 2 
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management crises and how to • Establish the Ql-Q4 

team respond to them crisis plan 

• Let the business 

go as normal 

Crisis Mitigate the impact • Cover eventually Q5-Q8 

management and ramifications of situation 

plan a crisis situation 

Simulation Practice ex,,rcise for • Do the to recast Q9 

S=Strongly 

exercises the potential crisis exercise before 

agree 

crisis occurs 

4=Agree 

Crisis Let the society • The staff knows QIO-QI I 

3=Neither agree 

awareness know the crisis the crisis 

nor disagree 

• The society knows 

2=Disagree 

the crisis 

!=Strongly 

Train staff training support • Staff training Q12-Ql3 

disagree 

staff 

-

Decision Make the decision • Decide the action Q14-Q15 

making in the crisis 

Establish local Working with other • Communicate Q16-18 

network community with the media 

Emergency The action during • Cancellation Ql9-Q21 

service the crisis service 
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• Booking service 

• Emergency 

web,ite 
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Chapter IV 

Research Methodology 

The purpose of this ch'lpter is to provide an overview of research methodology 

employed in this resean.:h. The researcher describes the research met:1od used, 

respondents and sampling procedures, research instrurr.ents or questionnaires, 

collection ot data or gathering procedures and statistical treatment of data. 

4.1 Methods of Research Used 

Descriptive research is adopted in this study. The major objective of descriptive 

research is to describe something - usually market characteristics or functions 

(Churchill, 1995). 

Descriptive research is preplanned and structured. It is typically based on large 

representative samples. A descriptive design requires a clear specification of the who, 

what, when, where, why, and way (the six Ws) of the research. In summary, 

descriptive research, in contrast to exploratory research, is marked by a clear 

statement of the problem, specific hypotheses, and detailed information needs. 

Surveing is the research technique in which information is gathered from samples 

of people by using a questionnaire; a method of data collection based on 

communication with a representative sample of individuals. Throughout this research, 

is to be advised the "survey" means sample survey, which the survey is obtaining a 

representative sample of the target population. Zikmund ( 1997) stated that survey can 

provide quick, inexpensive, efficient and accurate means of assessing information 

49 



about a population. 

4.2 Sampling Procedures 

4.£.1 Target Population and Determining Sample Size 

Davis and Cosenza ( 1993) mentioned that a population is defined as the complete 

set of units of analysis that are under investigation. Zikmund (1997) stated that the 

target population is a specific complete group relevant to the research project. The 

target population of the research was the employees who work for Phuket hotel 

industry. The statistical data from TAT (Tourism Authority Thailand), employees who 

worked for Phuket hotel industry in the year 2006, total i2, 000 persons. 

The size of the sample is dependent both on the s;ze of the budget and the degree 

of confidence that the marketer wants to place in findings. The larger the sample, the 

more likely the response reflect the total universe under study (Schiffman and Kanuk, 

2000). 

In this research study, the number of sample size was determined based on the 

theoretical sample sizes for different sizes of population by Gary Anderson (1996). 

According to the information from TAT, in the 2004, staffs who work for Phuket hotel 

industry about 12,000 persons. Due to the limitations of the study, the 381 

respondents should from hotels, which allow 5% if tolerable error. See (Table 4.2.1). 

http://phuket.sawadee.com/hotels/index.html 
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Table 4.2.1: Theoretical sample size for different sizes of population and a 95 percent 

level of certainty 

Population Required sample for tolerable error 

5% 4% 3% 2% 

100 79 85 91 96 

500 217 272 340 413 

1,000 277 375 516 705 

5,000 356 535 897 1,622 

50,000 381 593 l,C44 2,290 

100,000 382 596 l,055 2,344 

1,000,000 384 599 1,065 2,344 

Source: Gary Anderson, Fundamentals of Educational Research, 1996, P.202 

4.2.2 Sampling Techniques 

There are two main sampling methods, probability and non-probability sampling. 

Probability sampling is a technique, in which every member of the population will 

have a known, nonzero probability of selection; on the other hand, non-probability 

sampling relies on the personal judgment of the researcher rather than chance to select 

sample elements. This research uses non-probability sampling. Commonly used 

non-probability sampling techniques include convenience sampling, judgmental 

sampling, quota sampling, and snowball sampling (Mark Saunders, 2003). 

In this research, the researcher used convenience sampling. Convenience 
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sampling attempts to obtain a sample of convenient elements. The selection of 

sampling units is left primarily to the interviewer. Often, respondents are selected 

because they happen to be at a certain place at the right time on the survey. 

Convenience sampling is the least expensive and least time consuming of all 

sampling techniques. The sampling units are accessible, easy to measure, and 

cooperative. 

The total respondents of this study were 381 employees and managers who 

working for Phuket hotel industry during the period from 11 November to 17 

November. The geography of scope of this study includes 3 regions: Phuket town, 

Patong beach and Karon beach. Total 28 hotels in 3 regions were accepted the 

questionnaires. The front office manager of Metroploe Hotel, the room manager of 

Tavorn Grand Hotel, the duty manger of Holiday inn and the customer relation 

manager of Patong Merlin hotel who were accepted the interview. 

There are 2 types of hotel were researched in this study. The hotel was identified 

by the employees who working for the hotel and was accepted the questionnaire. 

4.3 Research Instruments/Questionnaire 

The researcher used questionnaire as an instrument of this research, it is a 

structured sequence of questions designed to draw out facts and opinions and which 

provides a vehicle for recording the data (Hague and Jackson, 1996). The 

questionnaire of this research is a structured questionnaire. Structured questionnaire is 

52 



a list of questions that have pre-specified answer choices (Bums and Bush, 1998). The 

main advantages of this kind of questionnaire are that it can be collected in a complete 

form within a short period of time and can be obtained from the target respondent 

with immediate completion. This approach is also easy to be interpreted by computer 

(Zikrnund, 2000). 

The questionnaire used in this research was designed purposely to serve this 

research topic by the researcher. It include~ two parts: 

Part 1: Personal data of the respondents. 

Part 2: Crisis Readiness 

The questionnaires consisted of dosed questions. All of the 21 questions enabled 

the researcher to answer the statement of problem and test the hypotheses. 

The readiness scale was developed to assess the readiness of Phuket hotel 

industry handling with disaster toward crisis prevention approach. The readiness scale 

comprises of a number of questions and is coded on the five-point item scale 

(5=strongly agree, 4=agree, 3=nature, 2=disagree, l=strongly disagree) 

In this study, the questionnaire was available in both English and Thai language. 

Employees had the option of choosing the language (Thai/English) according to their 

convenience. 

4.4 Collection of Data/ Gathering Procedures 

According to the research problems, the data is needed to accomplish the purpose 

of the research. The procedures of gathering data are shown below. 
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l. Secondary Data 

Secondary information is any data originally generated for some purpose other 

than the present research objectives. A search for secondary information generally 

follows the statement of objectives. These data can be quickly and inexpensively 

obtained (Malhotra, 2000). most of the secondary data used in this research is 

obtained from the articles, journals about tourism, periodicals, and textbooks relation 

to attitude, marketing research, business research with all are 0btains from the 

TAT( Tourism Authority of Thailand), Assumption University, website, etc. 

2. Primary Data 

Primary data is data originated by the researcher for the specific purpose of 

addressing the research problem. Obtaining primary data can be expensive and 

time-consuming (Malhotra, 2000). The primary data was gathered through the 

questionnaire survey (Structured questionnaire - a list of questions that have 

pre-specified answer choices), as previously mentioned since it is easy to interpret and 

analyze. 

A survey approach was employed for collecting primary data through the use of 

self-administered questionnaires. The questionnaires were administered to systematic 

sample respondents. The process of data collection was carried out through and 

allocation of 30 set questionnaires in Phuket. The research confirmed the willingness 

of respondents to answer the questionnaires at different hotels in Phuket. 
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4.5 Statistical Treatment of Data 

The data was analyzed by using SPSS software, which provides research findings 

based on statistical results such as frequencies, percentage. SPSS program or the 

Statistical Package for the Social Sciences was used to code, facilitate tabulation, and 

analyze statistical data. After collecting the data from of 381 questionnaires, the data 

was coded into symbolic form to be used in SPSS software. The researcher uses SPSS 

s0ftware for windows for data processing. In descriptive analysis, the data was 

presented in a form of frequency, and percentage as for nominal, ordinal and some 

interval data. 

Part 1 Using of Descriptive Statistic of Frequency Distribution which is describing on 

demographic profile of employee in Phuket hotel industry 

Part 2 Using of average weighted means and chi-square test assess the perception of 

respondents on readiness of crisis management of Phuket hotel industry. Arbitrary 

Level and Descriptive Rating used for classifying the level of respondents' perception 

were as the following.(Table 4.3.1) 

Arbitrary Level Descriptive Level 

4.20-5.00 Very high 

3.40-4.19 High 

2.60-3.39 Average 

1.80-2.59 Low 

1.00-1.79 Very low 

Table 4.3.1 Level of respondents' perception 
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.. 

In addition to weighted average mean, Independent t- tests were also applied for 

analysis in examining the perception of employees in order to see how the Phuket 

hotel industry was ready for the tsunami disaster. 

Independent t-test 

Saiyod & Saiyod (1995) stated that Independent t-test is used to test the 

hypothesis that the mean scores on some interval or ~atio scaled variables will be 

significantly different for two independent samples or groups. To use t-test for 

differences of means, it is assumed that two samples are drawn from normal 

distributions and the variance of the two populations or groups are equal. The 

following is the formula fort-test analysis: 
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\Vhere: .'¥1 = Mean of group I 

-'2 = ~\fean of group 2 

Si = Variance of group l 

s·; = Variance of group 2 

111 = Sample size of group 1 

n..,, = Sample size of group 2 

ti/ = Degree of freedom 

No Null hypothesis Statistics used 
,_ 

Ho! There is no difference between hotels under management Independent 

I 
contract and independent hotels 10 their crisis readiness I-test 

regarding establish crisis management team 

- - .mn~ ~--·-n•rn~~--~ 

Ho2 There is no difference between hotels under management contract Independent 

and independent hotels in their crisis readiness regarding crisis t-test 

management plan 
--~m --

Ho3 ,_ There is no difference between hotels under management contract Independent 

and independent hotels in their crisis readiness regarding simulation t-test 

exercise 

Ho4 There is no difference between hotels under management contract Independent 

and independent hotels in their crisis readiness regarding crisis t-test 

awareness 
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Ho5 There is no difference between hotels under management contract Independent 

and independent hotels in their crisis readiness regarding train staff t-test 

Ho6 Thei·e is no difference between hotels under management contract Independent 

and independent hotels in their crisis readinGss regarding decision t-test 

·····-- _::~i:~---····························· -····· ---~---··························· ·····················ti ························-··· 
Ho7 There is no difference between hotels under management contract Independent 

and independent hoteis in their crisis readiness regarding establish I I-test 

local network 

Ho8 There is no difference between hotels under management contract lndependent 

and independent hotels in their crisis readiness regarding emergency t-test 

service 

Table 4.3.2: Statistical Requirements 

4.6 Pretest 

According to Churchill (1998), data collection should never begin without and 

adequate pretest of the instrument. The purpose of the pretest is to examine the 

reliability of instrument (i.e. questionnaire) used in the research. According to 

Churchill (1998), reliability refers to the similarity uf results provided by independent 

but comparable measures of the same object, trait, or construct is called reliability. 

Reliability is the agreement between two efforts to measure the same trait through 

maximally similar methods. Evaluating the reliability of any measuring instrument 

consist of determining how much of the variation in scores in due to inconsistencies in 
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measurement. The reliability of the instrument should be established before it is used 

for a substantive study and not after. Reliability involves determining the consistency 

of independent or comparable measures of the same object, group, or situation. 

In this research, 30 sets of questionnaires were pretested to the target 

respondents at Phuket hotel industry, Thailand. In pretest, it is essential for the 

researcher to look for evidence of ambiguous questions, inappropriate wording, and 

so fourth. Then mistakes were corrected and adjusted to fit the respondents' 

understanding and made sure that the questions are not biased or lead que>tions which 

mean questions that lead the respondents to certain answers. 

Reliability Test 

Reliability is a criterion for evaluating measurement scales: it represents how 

consistent or stable the ratings generated by a scale are (Parasuraman & Igbaria, 1991). 

The reliability of measurement indicates the stability and consistency with which the 

instrument is measuring the concept and helps to assess the "goodness" of a 

measurement (Sekaran, 1992). The most specific technique in the Internal 

Consistency method is the Cronbach's - Alpha. Cornbach's - Alpha produces the 

mean of all possible split - half coefficients resulting from different splitting of the 

measurement instrument. Coefficient - alpha can range from 0 to I. A value if less 

than 0.6 is usually viewed as unsatisfactory (Hawkins and Tull, 1993). Coefficient 

alpha provides a summary measure of the interrelations that exist among a set of items 

(Churchill, 1995). The results of Reliability testing are as follows (Table 4.4.l):Table 
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4.4.1 Pretest results 

No. Description Alpha Value 

1 Establish Crisis management Team a= 0.8159 

2 Crisis man.:tgen1cnt Plan a= 0.7234 

3 Simulation Exercise a= 0.8123 

4 Crisis Awareness a =0.7421 

5 Train Staff a =0.8234 

6 Advance decision-making a= 0.8312 

7 Establish a local network a=0.7324 

8 Emergency Service a=G.8145 

9 Hotel Readiness of disaster a= 0.8112 

Alpha values are more than 0.6, it can be concluded that the questionnaires were 

reliable as shown above. 
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ChapterV 

Presentation of data and critical discussion of results 

This chapter presents a critical discussion of results and explains the findings of 

the analysis of the data that had been collected based on the sample siL:e of 382 

respondents The chapter consists of 3 sections which are respondents' demographic 

characteristics, level of crisis readiness and hypothesis testing. The research tested 

eight hypotheses that were posed in this stlidy. The findings are illustrated and 

discussed in this chapter. 
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5.1 Respondents' demographic characteristic 

There are two types of hotels in this research, one type is hotels under management 

contract, and the other is independent hotels. The main region of this study polls the 

hotels in Phuket town, Patong Beach, and Karon Beach. There are total of 28 hotels 

that received the distributed questionnaire. The front office manager of Metroploe 

Hotel, the room manager of Tavorn Grand Hotel, the duty manger of Holiday Inn and 

the customer relation manager of Patong Merlin hotel were accepted the interview. 

Hotel type 

:,oo 

250 

200 

ii' 
c 

"' => 15-0 .,. 
e 
lL 

100 

5-0 

hotel under management oontrect Independent hotet 

Hotel type 

Figure 5.1.1 hotel type 

Cumulative 
Frequency Percent Valid Percent 

Percent 

hotel under 
252 66.0 66.0 66.0 

Valid 
management contract 

independent hotel 130 34.0 34.0 100.0 

Total 382 100.0 100.0 

Table 5.1.1 hotel type 
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Figure 5.1.2 Hotel map in Phuket town (the hotels which are circled accepted the 

questionnaire) 
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Figure 5.1.3 Hotel map m Patong Beach (the hotels which are circled accepted the 

questionnaire) 
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Figure 5.1.4 Hotel m Karon Beach (the hotels which are circled accepted the 

questionnaire) 
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Gender 

From a total of 382 respondents, the number of males and females were 169(44.2%) 

and 213(55.8%) respectively, as shown in Table 5.1.l and Figure 5.1.1. Thus the 

majority of respondents for this study were females. 

Gender 
I Cumulative 

Frequency Percent Valid Percent I Percent 

male 169 44.2 44.2 44.2 

Valid female 213 

I 
55.8 55.8 100.0 

Total 382 100.0 100.0 

Table 5 .1.2 Gender 

Figure 5.1.5 Gender 
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Age 

The proportion of Phuket employees where were above 41-50 years was 21 (5.5%), 

31-40 years was 107 (28.0%), 26-30 years wasl54 (40.3%), 25 or below years was 

100 (26.2%), as shown in Table 5.1.2 and Figure 5.1.2. 

Age 

Cumulative 
Frequency Percent Valid Percent 

Percent 

25 or below 100 I 26.2 26.2 26.2 

26-30 154 40.3 40.3 66.5 

Valid 31-40 107 28.0 28.0 94.5 

41-50 21 5.5 5.5 100.0 

Total 382 100.0 100.0 

Table 5.1.3Age 

. .6.ge 

Age 

Figure 5.1.6 Age 
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Education level 

The education level of majority of respondents was a bachelor's degree 174 (45.5%), 

the second and the third places were associate or two years college degree 140 

(36.6% ). The education level of most common respondents are associ.:ce or two years 

college degree represented by 140 (36.6% ). The second and third most common are 

bachelor's degrees 148 (38.7%) and masters degree 57 (14.9%) respectively. The least 

common was a high school diploma 18 (J..7%), as shown in Table 5.1.3 and Figure 

5.1.3. 

Valid Percent I Cumulative 
Frequency Percent 

Percent 

high school or less 10 10.5 10.5 10.5 

associate or two years 
140 36.6 36.6 47.l 

Valid 
college degree 

bachelor's degree 174 45.5 45.5 92.7 

master degree or above 28 7.3 7.3 100.0 

L_ Total 382 100.0 100.0 

Table 5 .1.4 Education 

Education 

h!gh school or less associate or two yaars bachek:>r'11 degree master dogroo or ebov11 
college d&gree 

Education 

Figure 5.1.7 Education 
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Income 

The majority of 121 respondents have a monthly income of 15, 001-20,000 baht 

(31.7%). At the second and third most common are monthly salary was 10,001-15,000 

baht I 04 (27 .2%) and for a monthly salary of 20, 0001-25,000 baht 92 (24. l % ) 

respectively. The least most common is monthly more than 30,001baht5 (1.3%) 

Cumulative 
Frequency Percent Valid Percent 

Percent 

below 10,001 baht/month 185 48.4 48.4 48.4 

JO,OOJ-15,000 88 ! 23.0 23.0 71.5 

15,001-20,000 29 7.6 7.6 79.1 

Valid 20,001-25,000 34 8.9 8.9 88.0 

25,001-30,000 16 4.2 4.2 92.1 

30,001 or ab0ve 30 7.9 7.9 100.0 

Total 382 100.0 100.0 

Table 5.1.5 Income 

Income 

200 

150 

il' 
c 
CD 

" 100 0-
I!! 
lL 

50 

0 

below 10,001 10,001-15.000 15,001-20.000 20,001-25,000 25,001-30,000 30,001 or 
bahtlmonlh above 

Income 

Figure 5.1.8 Income 
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Length of working for Hotel 

The majority of 142 (37.2%) respondents have worked for the hotel for more than 

3years but less than 5 years. At the second and third most common are more than one 

year but le;,s than 3 years 112 (29.3%) and less than one year 95 (24.9%). The lease 

most common is more than 7 years, but less than 10 years 2 (0.5%). 

Length of working for Hotel 

Frequency 

less th"n I year 163 

I-less than 3 years 116 

3-less than 5 years 34 

Valid 5-less than 7 years 5 

7-less than IO years 35 

IO years and above 29 

Total 382 

Table 5.1.6 Length of working for hotel 

il' 
c 
m 

200 

g. 100 
I!! 
u. 

0 

Length of working for Hotel 

Percent 

42.7 

30.4 

8.9 

1.3 

9.2 

7.6 

IOO.O 

less than 1 

"'"' 
1-less than 3 3-less than 5 5-less tha11 7 7-lass than 10 

ye11rs yearn years years 

Length of working for Hotel 

Figure 5.1.9 Length of working for hotel 
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Valid Percent 

42.7 

30.4 

8.9 

1.3 

9.2 

7.6 

100.0 

10 years and 
above 

Cumulative 

Percent 

42.7 

73.0 

81.9 

83.2 

92.4 

100.0 



5.2 Level of Crisis readiness: 
Table 5.2. !For Hotel under management contract 

N I I I Std. 
· Mini1num I Maximu1n Mean 

(Person) Deviation 

Simulation 
252 1 5 3.38 1.230 

exercise 

Establish crisis 

' management 252 
I 

1.50 5.00 3.82.84 .81480 

team I r ········································--····· 

Crisis , 

I 252 I l.~ I 3.6974 .94519 
managemc11' plan 
--·--·-- ·------- ___ ,,_____ -- ------"-··· -··--·----

Crisis awareness 252 1.50 5.00 3.6667 .91251 
••••••••-•OHH•OH .. ""'''''' 

Train staff 252 1.00 5.00 3.4544 .97524 

Decision making 252 1.00 5.00 3.3651 .90684 
·····-·"""" . . ...... ., .... ,,._ .................. ······- """""'""""" 

Establish local 
252 1.00 5.00 3.4431 j .03623 

network I 
Emergency 

252 1.33 4.67 3.3267 .92549 
service 

---·~--·-·--·---· -·---·-··-· -----·----·~ ,___ _____ 
-~--· 

Valid N 
252 

(listwise) 
I 

For the objective of the assessment of crisis readiness, the level of crisis readiness, 

based on the data analysis procedures previously described. Overall a the highest 

mean score for hotels under management contract type is 'Establish crisis 

management team' (M=3.8284), followed by the 'Crisis management plan' 

(M=3.6974), 'Crisis awareness' (M=3.6667), and "Decision making" (M=3.3651). 

Respectively as shown in Table 5.2.1 
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Table 5.2.2For independent hotel 

! 
N I 

Maximum I 
i Std. ! 

I Minimum Mean i 
(Person) . Deviation 

• 
i 

Crisis awareness 130 1 5 [ 3.05 1.160 
. 

Establish crisis . 

management 130 2.50 5.00 3.5615 .67490 

team 
i 

Crisis I ! 
130 1.25 5.00 3.6000 .8C791 

management plan 

Crisis awareness 130 2.00 5.00 3.7231 .65905 

Train staff 130 2.50 5.00 3.4846 .74172 

Decision making 130 2.00 5.00 3.5154 .90635 

Establish local 
130 2.00 4.67 3.2308 .73294 

network 

Emergency 

I 
130 2.00 5.00 3.7436 .64505 

s~rvice 
.. 

Valid N 
130 

(listwise) 

For the objective of assessment of crisis readiness, the level of crisis readiness, 

based on the data analysis procedures previously described. Over all highest mean 

score for hotel under management contract type is 'emergency service' (M=3.7436), 

followed by the 'crisis awareness' (M=3.7231), 'Crisis management plan' (3.6000), 

and 'Establish crisis management team' (M=3.5615), respectively as shown in Table 

5.2.2. 
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5.3 Hypotheses testing 

In this study, the hypotheses attempt to find out the difference among the hotel 

under management contract and independent hotel in their re.:diness to cope with 

crisis. Independent t-test was used to test the hypotheses as follows: 

Ho 1: There is n'l difference between hotels under management contract and 

independent hotels in their crisis readiness regarding established crisis management 

team 

Hal: There is difference between hotels under management contract and 

independent hotels in their crisis readiness regarding established crisis management 

team 

Levene's 

Test for 

Equality t-test for Equality of Means 

of 

Variances 

95% 

Confidence 
Sig. Mean Std. Error 

F Sig. t df Interval of the 
(2-tailed) Difference Difference 

Difference 

Lower Upper 
r . I Equal 

3.208 380 .001 .26683 .08317 .10331 .43036 
Establish 

~ variances 

. . ~ assumed 
cns~s . .._ ..... , ............... """' 

.644 .423 - ' Equal 
management I . 

variances 
team · 3.406 306.786 .001 .26683 .07835 .11267 .42100 

' not 

assumed 

Table 5.3. l Independent t-test for the crisis readiness between hotels under 

management contract and independent hotels regarding established crisis management 

team (*P<0.05) 

As shown in the table 5.3. l the results show that t-value is equal to 3.208 and 

73 



significance level is equal to 0.001, which implies that the null hypothesis is rejected. 

There is a difference between hotels under management contract and independent 

hotels in their crisis readiness on establish crisis management team. 

Ho2: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding crisis management plan 

Ha2: There is difference between hotels under management contract and 

independent hotels in their crisis readiness regarding crisis management plan 

Levene's 

Test for 

Equality or 
t-test for EqualitJ- of Means 

V!!riances 

I 
95% 

Confidence 
Sig. Mean Std. Error I F Sig. t df Interval of the 

(2-tailed) Difference Difference 

I 
Difference rm 

Lower , Upper 

Equal I 
variances .613 380 .540 .06343 .10353 -.140121 .26698 

crisis assumed 
•••·---i···-·-··•-•m ---------- .. ,, ..... _,_ 

----~· ···•···· ···-·--
management Equal 1.519 .219 

! plan variances 
.637 290.560 .524 .06343 .09952 -.13245 

I 
.25931 

not 

assumed 

Table 5.3.2 Independent t-test for the crisis readiness between hotels under 

management contract and independent hotels regarding crisis management plan 

(*P<0.05) 

As shown in the table 5.3.2 the results show that t-value is equal to 0.613 and 

significance level is equal to 0.540, which implies that the null hypothesis is failed to 

reject. There is no difference between hotel under management contract and 
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independent hotel in their crisis readiness on crisis management plan. 

Ho3: There is no difference between hotels under management contract and 

independent hotels in their crisis readine:;s regarding simulation exercise 

Ha3: There is difference between hotels under management contract and ir.dependent 

hotels in their crisis readiness regarding simulation exercise 

Levene's 

Test for 
I-test for Equality of Means )';;:_, -r ~ I 

95% 

Confidence 

Interval of the . ' i • .I M L =~ .,::. ! ::= 
I ··········+! ............... !.. . ................ ,'.· ........................ !.! ..... - L~~~:~jre~;~~; ··-·--- · r~=~:I 

1 
• 2.600 

1 
· -- , ··· ······················ --

Simulation j as:::d i 1.1051.294 ,---;,-3_8_0_.,., __ ·_0_10 __ ...,.._·_3_39-~--·1-30 _ _.,._4595 

.009 .339 .128 .087 .591 

exercise l · 
variances i ' ! f 

not 

1

! i 2.648 i 274.447 Ii 

assumed 

Table 5.3.3 Independent t-test for the crisis readiness between hotels under 

management contract and independent hotels regarding simulation exercises 

(*P<0.05) 

As shown in the table 5.3.3 the results show that t-value is equal to 2.600 and 

significance level is equal to 0.010, which implies that the null hypothesis is rejected. 

There is difference between hotel under management contract and independent hotel 

in their crisis readiness on simulation exercise. 
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Ho4: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding crisis awareness 

Ha4: There is difference between hotels under management contract and 

independent hotels in their crisis ieadi;1ess regarding crisis awareness 

I L-evene's 

i Test for 
I t-test for Equality of Means 

Equality of 

Variances 

95% 

Confidence 
Sig. Mean Std. Error 

ji' Sig. t df Interval of the 
(2-tailed) Difference Difference 

Difference 

Lower Upper 
--~-·-·-

Equal 

variances -.626 380 .532 -.05641 .09018 -.23373 .12091 

assumed 
Crisis "'"""""'''"'"''"" 

Equal 28.484 .ooo 
awareness 

variances 
-.692 339.611 .489 -.05641 .08152 -.21676 .10394 

not 

assumed 

Table 5.3.4 Independent t-test for the crisis readiness between hotels under 

management contract and independent hotels regarding crisis awareness (*P<0.05) 

As shown in the table 5.3.4 the results show that t-value is equal to 0.626 and 

significance level is equal to 0.532, which implies that the null hypothesis is failed to 

reject. There is no difference between hotel under management contract and 

independent hotel in their crisis readiness on crisis awareness. 
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I 

Ho5: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding train staff 

Ha5: There is difference between hotels under management contract and 

independent hotels in their crisis readiness regarding train staff 

Train 

Staff 

Levene's ' 
Test for I 

t-test for Equality of Means 
Equality ofjl 

Variances 
... .,.,,, .. .,....... . ............ ,, ..... r·······-··· ·--·- ....... ,,r . ., ........ ,, .......... ..,. .. .,.,., __ ....... . ..... ,, ......................... ., .. _.,,,,,,.,._ .. 

I 

Equal 

variances 

assumed 

I Sig. Mean Std. Error 

F 1'.; Sig. t 1' df I (2-tailed) ! Difference Difference 

--1-- -~::~ 1380 -1- -.756 i .. :~:~:-- ~~~--
6.1761.013 - -l [- j_ --· --

1 ! I · ·.338 I 327.729 ; .736 ·.03025 .08948 

I 

Equal 

not 

assumed 

....... ., ....... ., .. ,. ....... ,, .... ,_ 
95% 

Confidence 

Interval of the 

Difference 

Lower i Upper 
---·········t···· 

! 
-.22193 I .16143 

i 
-.20627 ! .14577 

Table 5.3.5 Independent t-test for the crisis readiness between hotels under 

management contract and independent hotels regarding train staff (*P<0.05) 

As shown in the table 5.3.5 the results show that t-value is equal to 0.310 and 

significance level is equal to 0.756, which implies that the null hypothesis is failed to 

reject. There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding crisis awareness. 
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Ho6: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding decision making 

Ha6: There is difference between hotels under management contract and 

independent hotels in their crisis readiness regarding decision making 

Levene's 

Test for j 

Equality of i 
--1 ~~~~".~~--- -, 

• ! 

F ! Sig. 
~ 

t df 

not ii 
1 1

. 

I assumed I 

t-test for Equality of Means 

Sig. 

(2-tailed) 

Mean '· Std. Error 

Difference I Difference 

-.15031 I .09791 

-.15031 .09789 

95% 

Confidence 

luterval of the 

Difference 

Lower Upper 

-.34281 .04220 

-.34306 .04245 

Table 5.3.6 Independent t-test for the crisis readiness between hotels under 

management contract and independent hotels regarding decision making (*P<0.05) 

As shown in the table 5.3.6 the results show that t-value is equal to 1.535 and 

significance level is equal to 0.126, which implies that the null hypothesis is failed to 

reject. There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding decision making. 
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Ho7: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding establish local network 

Ha7: There is difference between hotels under management contract and 

independent hotP-ls in their crisis readiness regarding establish local network 

L-evene's I 
'fest for I 

Equality of 
t-test for Equality of Means 

Variances 
.......... ·····-·····-···· 

95% 

Confidence 
Sig. Mean Std. Error 

F Sig. t df Interval of the 
(2-tailed) Diffl!rence Difference 

Difference 

Lower Upper 
............. _ . .,, .. . ., ..... ·-··-- ~., ... ............ ., .... 

Equal 

variances 2.a83 380 .038 .21235 .10196 .01187 .41284 

Establish assumed 
·······----·"-·· 

local Equal 12.323 .001 

network variances 
12.318 344.139 .021 .21235 .09162 .03216 .39255 

not 

assumed 

Table 5.3.7 Independent t-test for the crisis readiness between hotels under 

management contract and independent hotels regarding establish local network 

(*P<0.05) 

As shown in the table 5.3.7 the results show that t-value is equal to 2.083 and 

significance level is equal to 0.038, which implies that the null hypothesis is rejected. 

There is difference between hotels under management contract and independent hotels 

in their crisis readiness regarding establish local network. 

79 



Ho8: There is no difference between hotels under management contract and 

independent hotels in their crisis readiness regarding emergency service 

Ha8: There is no <lifference between hotels under management contract and 

independent hotels ir1 their crisis readiness regarding emergency service, 

Lcvene's j 

'fest for I 
Equality of i 

t~test for Equality of Means 

Variances 

r 
I 

........ .,, ..... ")"'"" ····-· .............. , ... .. 

' 

F df 

i 

I s· ! M ' 1g. ~ ean 

/ (2-tailed) I i,ifference 

! j 

....... 1 ...... .,,-... . 

Std. Error Interval of the 

Difference t ... E!.IT."r."~~." .. 

! Lower Upper 

95% Confidence 

variances -4.591 380 .000 -.41687 .09080 -.59540 -.23834 

assumed 
Emergency , ..................... , 

Equal 31.471 .000 
service 

variances 
.08124 -.57665 -.25709 

assumed 

-5.131 347.2161 

I 
.000 -.41687 

not 

Table 5.3.8 Independent t-test for the crisis readiness between hotels under 

management contract and independent hotels regarding emergency service (*P<0.05) 

As shown in the table 5.3.8 the results show that t-value is equal to 4.591 and 

significance level is equal to 0.000, which implies that the null hypothesis is rejected. 

There is difference between hotels under management contract and independent hotels 

in their crisis readiness regarding establish local network. 
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5.4 Findings of the differences between hotel under management contract and 

independent hotel on crisis readiness 

Table 5.4.1 Establish crisis management team 

Crisis Response Team 

strongly 
disagree natural agree strongly agree 

, ..................................................... id!S~~i ...... ~ ............... ) ..............•......... L ..... ~ ........... ~: .... ~ .......... . 

Hotel 

type 

hotel under 

management 

contract 

independent 

hotel 

To:al 

..........• ·······r······································· 
I hotel under 

.1
1

1 management 
Hotel 

contract 
type 

independent 

hotel 

Total 

16 

14 

30 

strongly 
.. 

6 

0 

6 

strongly 

disagree 

6 72 90 68 

22 28 58 8 

28 100 148 76 
.•....... .,._._ .•.. 

Crisis Coordinator 
"""""'""-""" 

disagree natural ap-ree strongly agree 

5 45 128 68 

18 40 58 14 
. 

23 85 186 82 

Responsibilities to Each Stakeholder 

disagree natural agree i strong! y agree 

..... ..,,,. 

Total 

252 

130 

382 

Total 

252 

130 

382 

Total 

--···· Io_t_al _____ -i-_1~_
1 

____ : ___ t l:~ J 2~7=:=.-=:~~---. ·= ~~:-
1 

Notification System 
!-----~---·---···~...----· 

strongly i Total 
disagree natural agree strongly agree 

disagree i 
l·······························-················--1·--··--··~- ····-·····- .... --···-····· -+---···-·····!··················-·····-···+··········-·······~ 

Hotel 

type 

hotel under 

management 

contract 

independent 

hotel 

Total 

JO 

.......... ,.,..+ .... 

0 
............... i .... 

JO 

34 39 89 80 252 

0 36 76 18 130 

34 75 165 98 382 
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For hotel under management contract and independent hotel on crisis readiness 

regarding established crisis management team, most of the employees agree that the 

hotel has established a good crisis management team. 

Table 5.4.2 crisis management plan 

CM Plan 
1 · ··! ········· ... ,.. • · ·· · ······· ···· ·· Total 

! di•'= _J _ ""~'~! .,~ I "ro"'" ••= hotel under 
20 50 

I IO l··-~~~. --·~~; ..... 
management contract 

type f.--~C....~~----j-~~-+-~~ 
independent hotel 6 I 52 \ 52 20 

Total 26 l !02 1· . 162 92 

CM Toolboxes 

strongly 
disagree natural 

strongly 
,i;------

agree 
agree .. 

Hotel 
hotel under 

management 38 22 25 124 43 
type 

contract 
----.-·· ····--·~-·--~ 

independent 

hotel 
8 6 38 58 20 ____ _, __ 

Total 46 28 63 182 63 

The assist necessary of CM 
-·---·-·-

strongly 
disagree natural 

strongly 

! agree 
disagree agree 

•. 

hotel under 
Hotel 

management 10 26 59 90 67 
type 

contract 

independent 

hotel 
6 0 46 62 16 

.• 

Total 16 26 105 152 83 
......... 

People behave in Crisis Situation 

strongly 
disagree natural 

strongly 
agree 

disagree agree 

Hotel 
hotel under i 

management 10 20 68 89 65 
type 

contract 
._ ..... 

independent 
6 0 50 68 6 

hotel 
,. ...... 

Total 16 20 118 157 71 

82 

130 
382 

Total 

252 

. --·--

130 
. ·~ 

382 

Total 
·-

252 

130 

382 ................ 

Total 

252 

130 

382 



For hotel under management contract and independent hotel on crisis readiness 

regarding crisis management plan, most of the employees agree that the hotel has a 

good crisis management plan. 

Table 5.4.3 Simulation Exercises 

l~tr~~gly 
I disagree 

disagree 

Crisis Practice 

natural 

•••••·••••••••••••••••v••••• 

; strongly 
agree 
.. . ........ ; ..... agree 

i Total 

Hotel 
typ0 

hotel under ...... r··· 

m::~::~nt __,... ___ 3_0--+---26---~--5-7. ___ 1_ ... 95 44 I -252 

independent 1 r 
·--·--- Tot~r().!:!_ · :i-

8

8-- ·· :: - :: I 1
2

2:-~- ~: 1 .. :::--

For hotel under management contract on crisis readiness regarding simulation 

exercise, most of employees (95 persons) are agree that the hotel had good practice 

before crisis. And independent hotel on crisis readiness on establish crisis 

management team, most of the employees ( 42 persons) disagree that hotel had a good 

practice before crisis. 
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Table 5.4.4 Crisis Awareness 

Staff aware of Crisis Total 
·······~.-··- ·······-··- ··········-·-~-·- - .o••······~·-···~--... --·----···--·-----·······-·--···------···········----···--···1·------·······-----;-------····---··-·--···1 

·-········--······--·····----------------------+ 

Hotel 

type 

hotel under 

management 

cortract 

independent 

hotel 

Total 

Total 

strongly 

disagree 

16 

0 

strongly 

0 

disagree natural agree 

21 57 90 

6 30 66 

Stakeholder aware of Crisis 

disagree natural agree 

15 60 120 

8 56 52 

strongly 

agree 

68 

28 

strongly 

agree 

43 

14 

252 

130 

Total 

...................... "-·-···· 

252 

130 
............... + .......................... , ..................................................................... 1 .............................. , ......... . 

14 23 116 172 57 382 

For hotel under management contract and independent hotel regarding crisis 

readiness on crisis awareness, most of the employees agree that the hotel has a good 

crisis management plan. 
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Table 5.4.5 Train Staff 

Hotel 

type 

Hotel 

type 

hotel under 

management 

contract 
"""·················+··· 

independent I 
hotel 

Total 

hotel under 

manag0n1ent 
contract 

10 

0 

10 

strongly 

10 

42 53 104 

26 56 I 26 
I 

68 109 mml i:io 
Procedures for Annual 

disagree natural Agree 

36 70 115 

fm•••••••••••••••••••••••••••••••••••••••••••••••••j•••••••••••••••••••••••••••••••••••••••••I •••••••••••••••••••••• •••••••••m•••••••••• 

independent 

hotel 
0 0 64 50 

Total 10 36 134 165 

I 
j 
I 

strongly 

agree 

43 

22 

65 

strongly 

agree 

21 

16 

37 

Total 

252 

130 

382 

Total 

252 

130 

382 

For hotel under management contract on crisis readiness regarding train staff, 

most of employees agree that the hotel trained skillful staff. And independent hotel on 

crisis readiness on train staff, most of the employees are natural idea that hotel trained 

skillful staff. 
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• 

Table 5.4.6 Decision making 

hotel under 
Hotel 

type 
management IO 38 

contract 
•······················!······································ ., .............................. ~··· 

independent 

hotel 
0 

• ····················'··············································!············ ............. , .. . 

Total IO 

6 

44 

67 127 IO 252 

66 I 42 

ml 

16 
I 

133 Im 169 26 

130 

382 

Emergency Decision Making System . Total 

strongly ! disagree natural ... , ... agree ····ii ~t~~~glyj 
disagr':"' • . . .1 .. ~~~':"' 

:: ~:i~ 10-+ " 79 " 38 I, .... ·······2·····5····2·········· 

. J.. hotel O 
"'""'''''"'~···· 

32 32 34 32 130 
........................ L "" "'·······""········--·-- "~-· 

Total IO 75 ! 11 116 70 382 

For hotel under management contract on crisis readiness regarding decision making, 

most of employees agree that the hotel had good decision making system. And 

independent hotel on crisis readiness on decision making, most of the empioyees are 

natural.idea that hotel had a good decision making system . 
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Table 5.4.7 Establish local network 

Liaison and Plan for Communication Total 
~·· --·······- ·······----------~ ······-···· 

strongly 
disagree natural 

i strongly 

"'""°""" 
agree 

agree 
-·~------

....•.. ·--------···· 
hotel under 

Hotel 
management 24 18 48 137 25 252 

type 
contract 

independent 

hotel 
12 34 26 36 22 130 

Total 36 52 74 173 47 382 

Emergency Website Total 

strongly 
disagree natural agree 

strongly 

agree 
"'"··--·--······· 

hotel under 
Hotel 

management 34 50 47 48 73 252 
type 

contract 
"""···· ............. "' ____ 

independent 

hotel 
12 6 52 54 6 130 

""""""'"'" """"" ··---------.. ·-·-·----- -. ..... 
·---~-··" .. ·····-- . 

Total 46 56 99 102 79 382 
. ··············- ""'"··--------·- "'""'"" 

...... ,,,.,_ 

Crisis Cwter Total 

strongly 

disagree 
disagree natural 

strongly 
agree 

agree 
"'"'"""" ·········-----

hotel under 
Hotel 

management 24 26 32 128 42 252 
type 

contract 

independent 

hotel 
6 16 54 48 6 130 

----~· 
Total 30 42 86 176 48 382 

For the hotel under management contract on crisis readiness regarding establish local 

network, most of employees agree that hotel has establish a network to inform 

consumer. For independent hotel on crisis readiness on establish local network, most 

of employees have natural idea that hotel has establish local network. 
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Table 5.4.8 Emergency service 

Emergency Services Department Total 

strongly 
disagree natural 

strongly 
.. agree 

agree 
·····--·-····-· 

hotel under 
Hotel 

management 12 50 67 IOI 22 252 
type 

contract 

independent 
8 6 58 50 8 130 

hotel 

Total 20 56 151 30 382 

Cancellation &nd Booking System Total 

strongly 
disagree natural 

strongly 
.. agree 

agree 

Hotel 
hotel under 

management 46 45 41 104 16 252 
typ~ 

wntract 

independent 
2 6 32 70 20 130 

hotel . "-.. .-.~ .. ._ .... 
Total 48 51 73 174 36 382 

Evacuated Maps Total 

strongly 
A:oo ----

disagree natural 
strongly 

agree 
agree 

hotel under 
Hotel 

management 14 40 21 109 68 252 
type 

contract 

independent 
0 6 18 I 60 46 130 

hotel 
------+- ··--

Total 14 46 39 169 114 382 

For hotel under management contract and independent hotel on crisis readiness on 

emergency service, the employees agree that hotel has good emergency service during 

the crisis period. 
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Chapter VI 

Summary, Conclusion, and Recommendations 

6.1 Summary of findings 

6.1.1 Summary of respondents' demographic characteristics 

The study is designed to determine the demographic profile of the managers 

and employees who are working for the hotel industry in Phuket. There are a total 28 

hotels been investigated in tbis research.The study found that more than one-half 

(55.8%) of respondents are female. Nearly one-half (44.5%) of respondents are in the 

age range of 26-30 years old. The majority nf respondents (45.5%) have a bachelor's 

degree. One-half (48.4%) the respondents get below 10,001 baht monthly. More than 

one-third cf the employees (42.7%) work for the hotel for less than 1 year, as shown 

in Table 6.1. 

Table 6.1. l Summary of demographic characteristics of respondents 

Demographics Percent 

Gender female 55.8 

Age 26-30 44.5 

Education level bachelor's degree 45.5 

Income below 10,001 bahUmonth 48.4 

Length working for 
less than I year 42.7 

hotel 
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6.1.2 Summary of level of crisis readiness 

Table 6.1.2 level of crisis readiness for hotel under management contract 

I 
N I Std. 

Minimum Maximum Mean 

I 
(Person) Deviation 

Simulation 

I 
252 1 5 3.38 1.230 

exercise 

Establish crisis T I 
management ! 252 I 1.50 I S.00 3.8284 I .81480 

team ................. " 
Crisis 

252 1.50 5.00 3.6974 .94519 
management plan 

I j ................................ ......... . . 1 
Crisis awareness 252 1.50 5.00 3.6667 .91251 . . ....... 1 r ........................ ...... ... 

Train staff 252 1.00 5.00 3.4544 .97524 

Decision making 252 1.00 5.00 3.3651 .90684 .......................................................... ........................ . ........ ,._ ........................ ••"'""'""' . ................ »>»»>»»»» . ......... 

Establish local 
1.03623 252 1.00 5.00 3.4431 

netwvrk 
........ ............... 

Emergency 

service 
252 1.33 4.67 3.3267 .92549 

Valid N 

(listwise) 
252 

For hotel under management contract in crisis readiness: 

1) Simulation exercise in general the level is average with 3.38 

2) Establish crisis management team in general the level is high with 3.8284 

3) Crisis management plan in general the level is high with 3.6974 

4) Crisis awareness in general the level is high with 3.6667 

5) train staff in general the level is high with 3.4544 

6) Decision making in general the level is average with 3.3651 

7) Network in general the level is high with 3.4431 

8) Emergency service in general the level is average 3.3267 
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Table 6.1.3 level of crisis readiness of independent hotel 

N IM". IM. Std. 
m1mum I ax1mum Mean 

(Person) Deviation . ··-·---
Simulation • 

130 l 5 3.05 1.160 
exercise 

• . 
' 

' 

Establisi1 crisis ! 
! 

management 130 2.50 ! 5.00 3.5615 i .67490 

learn 
' ... , .............. .... 

Crisis 

plan 
130 1.25 5.00 3.6000 

i 
.80791 

i 
Crisis awareness 130 2.00 5.00 3.7231 i .65905 

..... 

• Train staff 130 2.50 5.00 3.4846 . .74172 
--- ---······-····· 

Decision 
. 

130 2.00 5.00 3.5154 i .90635 

Establish local 

network 
130 2.00 4.67 3.2308 .73294 

Emergency 

service 
130 2.00 5.00 3.7436 .64505 

- ------.--·······--····· .... ·---- .. ---- - ··········--·-·· ·············· 
Valid N 

(listwise) 
130 

I 

For independent hotel in crisis readiness: 

1) Simulation exercise in general the level is average 3.05 

2) Establish crisis management team in general the level is high with 3.5615 

3) Crisis management plan in general the level is high with 3.6000 

4) Crisis awareness in general the level is high with 3.7231 

5) train staff in general the level is high with 3.4846 

6) Decision making in general the level is high with 3.5154 

7) Network in general the !eve! is average with 3.2308 

8) Emergency service in general the level is average with 3.7436 
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6.1.3 Summary of hypothesis testing 

The result of the hypotheses testing is shown in Table 6.1.4. The table 

confirms all the hypotheses. This means that there is astatistical difference between all 

pairs of dependent and independent variables. In this study, there were eight 

hypotheses thal were set to test the differences in hotel under management contract 

and independent hotel on crisis readin"ss. Table 6.2 shows hypotheses Ho!, Ho3, Ho7, 

and Ho8 were rejected, Ho2, Ho4, Ho5, and Ho6were failed to reject. 

Table 6.1.4 Summary of hypotheses testing results 

Hypotheses 

Hol: There is no difference between 

hotels under management contract 

and independent hotels in their crisis 

readiness regarding established 

crisis management team 

Ho2: There 1s no difference 

between hotels under management 

contract and independent hotels in 

their crisis readiness regarding crisis 

management plan 

Ho3: There is no difference between 

II Statistics 

test 

Independent 

t-tests 

Independent 

t-tests 

hotels under management contract Independent 

and independent hotels in their crisis t-tests 

readiness regarding simulation 
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Sig. 

0.001 

0.540 

0.010 

Results 

Rejected Ho 

Fail to reject 

Ho 

Rejected Ho 



exercise 

Ho4: There is no difference between 

hotels under 1r.anagement contract Independent 

and independent hotels in their crisis t-tests 

readiness regarding crisis awareness 

Ho5: There is no difference 

between hotels under management 

contract and independent hotels in 

their crisis readiness regarding train 

staff 

Ho6: There is no difference 

between hotels under management 

contract and independent hotels in 

their crisis readiness regarding 

decision making 

Ho7: There is no difference 

between hotels under management 

contract and independent hotels in 

their crisis readiness regarding 

establish local network 

Ho8: There is no difference between 

hotels under management contract 

and independent hotels in their crisis 

Independent 

t-lests 

Independent 

t-tests 

Independent 

t-tests 

Independent 

t-tests 
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0.532 

0.756 

0.126 

0.038 

0.000 

Failed to 

reject Ho 

Failed to 

reject Ho 

Failed to 

reject Ho 

Rejected Ho 

Rejected Ho 



readiness regarding emergency 

service 

6.2 Conclusion 

This paper sought to assess the crisis readiness of hotel under management 

contract and independent hotel in hotel industry in Phuket. The specific finding of the 

study is presented in the following sections. 

From the data analysis of questionnaire: Considering the established crisis 

management team in crisis readiness, it was found that there is difference between 

hotel under management contract and independent hotel. The hotel under management 

contract had established better crisis management teams them in the time of the 

situation of crisis than independent hotels. 

Considering the crisis management plan in crisis readiness, it was found that there 

is similar level when hotel under management contract and independent hotel for 

implementing down the crisis management plan. 

Hotel under management contract and independent hotel have a different level in 

simulation exercise. Hotel under management contract do better than independent 

hotel in this regard. 

When consider the decision making, and train staff the hotel under management 

contract got high level, because these hotels are within the management contract and 

decision making and train staff are included by management contract, these hotels 

may get protected by contract. The hotel industry in Phuket is maturing, the 
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independent hotels have a good decision making system and staff training system to 

prevent many kinds of dangerous things. 

From the interviews of the managers of some of the hotels: the hotel in Phuket 

already has the idea of disaster management. The Phuket government he! ped the hotel 

to rehearse moving out the customers if crisis happened. Some hotels even prepared 

the place to put the important data, to prevent the customer data lost during the 

disaster. After tsunami, the Phuket government organized several time of the local 

people did evacuate rehearse if the big disaster came. Some hotels have the 

emergency team to handle the negative impacts instantly in order to prevent it from 

becoming into larger disaster. 

6.3 Recommendations 

From the result of the assessment of crisis readiness of hotel under management 

contract and independent hotel in Phuket, the researcher has some recommendations 

about crisis prevention for the following parts: 

For Hotel under management contract 

From the finding of the research, for hotels under management contract is still 

lacking re~diness on the Simulation exercise, Decision making and Emergency 

service. 

Simulation exercise 

Problems or negative events happen quite often. Simulation exercises teach all 

the employees and managers in hotel to stay composed when they face a crisis. Hotel 
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executives need to conduct crisis simulation exercises where they put their crisis plans 

to the test. These simulations not only assess physical security but, critically, how well 

the organization would communicate with each and every one of its constituent 

audiences a0 the hypothetical crisis unfolds and escalates. 

Decision making 

In the emergency situation it is important to identify someone to make a decision. 

The person should lead the whole crisis team in the cor.ect direction. When in a crisis 

situation, the hotel should name a well-trained spokesperson to disseminate 

appropriate information for the hotel to the guest and stakeholders. 

Emergency service 

When the negative event comes without any indication, the hotel to deal with it as 

quickly as possible, if the hotel cannot deal with it quickly, it might become a large 

disaster. An evacuation map can save people's lives. The emergency cancellation and 

booking system could create a good reputation in customer for the hotel. 

For Independent hotel 

From the finding of the research, for independent hotel is still lacking readiness 

on the Simulation exercise, Network and Emergency service. 
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Establish local network 

Hotels create a liaison and help communicate to keep close relationship with 

outside. Keeping updated information on the website on short notice will help to end 

potentially larger crises. 

Other recommendations for all kinds of hotel: 

Establish crisis management team 

The people in hotel could work together to research the crisis situation, and 

design what should be done when, before, and after the <.:risis happen. The team could 

alert all stakeholders and customers with a notification system. 

Crisis management plan 

The effective crisis management is carried out by developing a preventive plan, 

which is used to prevent the crisis and minimize the impact before it really occurs. 

Also a contingency plan can be designed for a particular crisis and carried out during 

the crisis. Its main functions are to minimize the impact and shorten the crisis duration. 

Smart, swift and consistent communications are just as vital to the disaster 

preparedness plan. Hotels need to have one key spokesperson in charge, working 

closely with the state and local authorities, and relaying one clear, concise and 

consistent message to all key stakeholders. 

97 



Crisis awareness 

The hotel should increase the knowledge of crisis for every element; disseminate 

the information about crisis to the hotel managers, employees, stakeholders. 

Train staff 

A skilled staff could help the customer aileviate the danger when they are in a 

negative event. Trained staff with the ability to deal with the danger situation makes 

the customer and pioperty safer. The skilled staff can help customers step out the 

crisis situation and possibly save their lives. 

Crisis prevention is important for all kinds of hotels and any organization. Not 

only do some small businesses ignore the prevention, but some big organizations do 

not do well either. The main responsibility of hotel is to make sure that the customers 

are safe within the environment of the hotel. This is not to say the hotel has to 

promote them with perfect crisis prevention, but they can prepare the all kind of crisis 

to make the customer safer and more secure. Then, when the real negative event 

occurs the hotel can handle the crisis more easily. Let the customer fells that they are 

in a safe atmosphere, then they can stay relaxed and the hotel will get a good 

reputation, which could bring more opportunity for the hotel to get more customers in 

the future. 

98 



6.4 Future study 

This study assesses the crisis readiness of hotel under management contract and 

independent hotel in Phuket town, Patong Beach and Karon Beach. 

Li!r.ewise further studies should assess every department of the specific hotel in 

regards to their crisis prevention. 

Moreover, fer further studies, the scope of the crisis that could happen in hotel 

industry is very broad. This provides many opportunities for the researcher to find 

other negative events to investigate. 

Additionally, there are 4 phases in the entire disaster management process, which 

include: Preparedness/Readiness, Response, Recovery and Mitigation/Prevention. In 

this study, the only topic researched was readiness. A future, study should include the 

other phases to make the whole disaster management study more complete. 
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Appendix A 



Questionnaire 

This questionnaire is part of the Master's Thesis for Master of Businesses 

Administration in Tourism Management, Graduate School of Business, Assumption 

University. There are several statements about the readiness of Phuket hotel industry 

of disaster. Please kindly be informed that there are no rights or wrong answers, so 

please give the answer that most closely expresses your perception. All of information 

from this questionnaire will only be used for educational purpose and will be kept 

confidential. Thank you for your time and cooperation. 

Partl: Demographic Profile 

Directions: please complete the following information about yourself by making the 

check mark (X) in the blank relating to your own profile. It is necessary to gather this 

data for the usefulness of research analysis. 

1. What is your gender? 

o Male 

o Female 

2. How old are you? 

o 25 or below 

D 26-30 

D 31-40 



D 41-50 

o 51 and above 

3. Level of education 

o High school or less 

o Associate or two years college degree 

o Bachelor's degree 

o Master degree or above 

4. Income 

o Below 10,001 Bath/month 

o 10,001-15,000 Bath/month 

o 15,001-20,000Bath/month 

o 20,001-25,000 Bath/month 

o 25,001-30,000 Bath/month 

o 30,000 Bath/month or above 

5. How long have you been working in this Hotel? 

o Less than 1 year 

o 1 - Less than 3 years 

o 3 - Less than 5 years 

o 5 - Less than 7 years 

o 7 - Less than 10 years 

o IO years and above 



6. The hotel for which you work is it? 

o Hotel Under Management Contract 

o Independent Hotel 

Part II: Crisis Readiness 

Please indicate your felling and perception on this crisis management. To 

evaluate your feeling, meanings of each level are as follows: 

I. Strongly Disagree 

2. Disagree 

3. Natural 

4. Agree 

5. Strong Agree 

Degree of 
Statement 

Performance 

Establish Crisis Management Team 

I. The Hotel has a good trained crisis response team I 2 3 4 5 

2. The Hotel identified good crisis coordinator 1 2 3 4 5 

3. The Hotel assigned responsibilities to each stakeholder I 2 3 4 5 

4. The Hotel has a multi-network notification system in place to alert all 
I 2 3 4 5 

stakeholders 

Crisis Management Plan 

5. The Hotel has a good crisis management plan 1 2 3 4 5 

6. The Hotel placed crisis management toolboxes (necessary items 
1 2 3 4 5 

assembled in advance) in several easily accessible locations 

7. The Hotel developed all necessary form to assist in crisis management 1 2 3 4 5 



8. The hotel instructs its people to follow the guideline strictly in crisis 
I 2 3 4 5 

situation 

Simulation Exercise 

9. In the year. the hotel practice crisis alert I 2 3 4 5 

Crisis Awareness 

10. All the staffs in the hotels are aware of the crisis situation I 2 3 4 5 

11. The Hotel made suppliers, vendors and channel partners aware of the j 
I 2 3 4 5 

I crisis plan 

Train Staff 

12.The Hotel trained skillful staffs in the normal days l 2 3 4 5 

13. The Hotel established procedures for annual inclusion of new 
I 2 3 4 5 

staff/stakeholders 

Decision making 

14. The Hotel collected and disseminated appropriate information through 
l 2 3 4 5 

one agreed spokesperson 

15. When disaster occurs there is a good emergency decision making 
I 2 3 4 5 

system 

Establish local network 

16. The Hotel established a good media liaison and plan for I 2 3 4 5 

communication 

17. We have an good emergency website designs that can be activated on I 2 3 4 5 

short notice 

18. The Hotel designated a safe and secure crisis center 1 2 3 4 5 

Emergency service 

19. The Hotel established a emergency services department I 2 3 4 5 

20. The Hotel has emergency cancellation system and booking system I 2 3 4 5 

21. In the Hotel, there are evacuated maps to show the customers the best I 2 3 4 5 

way to evacuate during the crisis. 
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