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Abstract

The project on ‘Development of Tourist Complaints Management under the
Act B.E. 2551 is funded by the Department of Tourism, Ministry of Tourism and Sports
of Thailand. The project’s objectives are (i) to study on guidelines for effective tourist
complaints management and (i) to prepare the manual on tourist complaints
management for DOT officers. Scope of works include preparing the situational
analysis for the existing DOT management on tourist complaints, identifying strengths
and weaknesses of the current practices, reviewing case study on tourist complaints
management from other countries, providing recommendations for effective tourist
complaints management under the ACT B.E. 2551 and developing the manual on
tourist complaints management (100 copies) for DOT officers. Based on the study,
data gathering with the DOT officers in provincial offices and analysis, there are
a number of recommendations for DOT to improve its tourist complaints

management to be more effectively.



