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Abstract: This research is to study the potential and capacity of medical tourism employees on Thai traditional massage and 
spa businesses in the area of Banglumphu, Bangkok. It is a quantitative research using questionnaires as a research 
equipment. The data is surveyed by 165 stakeholders from owners and employees on Thai traditional massage and spa 
businesses in area of Banglumphu, Bangkok. The results is found that the potential of health-oriented tourism, and Thai 
traditional massage and spa categorized by backgrounds, economics, and society associated with experience and income, but 
also the connection between organization and its management truly have an impact upon the development of employees. 
Therefore, In a way, the analysis on the declining potential ofmedical tourism, and Thai traditional massage and spa and the 
yearn to improve service mind skill , in terms of knowledge, A more knowledgeable an employee is, the more desire an 
employee willing to develop his/her service-minded skills. Not only the erudite ones, but those who lack skills, character, 
and experience aspire to be better at service skill as well. 
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I. INTRODUCTION 
 
Tourism is an industry that changes in accordance 
with social and economic dynamics as well as new 
emerging technologies. These factors contribute to 
the development of tourism to be up to date and up to 
the current world situations. Health care business is a 
new form of tourism and is interested by many 
countries. In 2015, the starting of ASEAN 
Community has led to a strong and growing trend in 
competition in the field of tourism and health care 
businesses in the ASEAN region, especially the 
expansion of investment into the country that focused 
on alternative health services, for example, Thai 
traditional massage and spa business. Looking back at 
2013, the revenue of spa businesses in Thailand was 
estimated to be over 979.1 million U.S. dollars in 
which over 90% of them came from foreigners. 
However, in 2014, the revenue has been decreased 
due to the political situations and expected to be 
increase again more than 90% over the next years. 
Nevertheless, the export value of Thai’s spa 
businesses that the foreigners used the services during 
the year 2013 – 2015 have a tendency to increase 
much more. (Department of International Trade 
Promotion, Ministry of Commerce, Thailand: 2015) 
Although Spa and Thai traditional massage in 
Thailand is increasing due to the advantage of better 
resources and services compared to other countries in 
Asia, human resource is one of the most important 
factors in this field of business. At the same time, it is 
the weak point of this business as well, in terms of 
lack of service providers and proficient skills. 
According to The Center for Economic and Business 
Forecasting, there is a shortage of human resources 
and skilled employees in the field of spa business 
because most of the skilled employees change their 

jobs frequently. Some businesses have to hire 
foreigners to do the work for them in which it will 
have an effect on the image and the quality of Thai 
spa and Thai traditional massage in the future. 
(Sunhetra, Chanthaburi, 2016) For this reason, it must 
be acknowledged that the human resources of the spa 
and massage business group are considered to be one 
variable that is related to the strength of this business. 
(Phahol Sakkatat,et al.) 
Bang Lamphu is a diverse area of tourist attractions 
and services, for instance, Khaosan Road which is 
famous and full of spa and Thai traditional massage 
places. Therefore, from the importance of the 
problems stated in the previous paragraph, the 
researcher is interested in studying the potential and 
capacity that the service providers have to have on 
spa and massage businesses in the area of Bang 
Lamphu in order to develop both capacity and 
potential of the employees in order to achieve the 
level of standard of service. 
 
II. DETAILS EXPERIMENTAL  
 
2.1. Objectives 
1. To study and experience the capacity and 

potential of medical tourism employees on Thai 
traditional massage and spa classified by socio-
economic backgrounds, organizations, and ways 
of managements of the directors. 

2. To analyze the regression between the 
potential/capacity of the employees and the 
demand for skill development services. 

2.2. Literature Reviews 
The core of literature review in this research is that 
the content is being described in detail by explaining 
the concepts and academic principles in a systematic 
manner as follows. 
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Tourism Authority of Thailand (2009) has classified 
Medical Tourism into 2 types in accordance with the 
purpose of travel. First of all, Health Promotion 
Tourism is Natural or Cultural Tourism by managing 
the time from the tour to do health promotion 
activities, such as, body massage, body steam, herbal 
compress, aromatherapy, hydrotherapy, mineral bath, 
etc. Another type of Medical Tourism is Health 
Healing Tourism which is similar to Health 
Promotion Tourism except for the activity that is 
focused more on treatment, medical treatment, and 
rehabilitation, for instance, physical examination, 
dental treatment, or even cosmetic surgery. 
Furthermore, Wanna Wongwanich (2003) mentioned 
more about the essential of the service includes 
location, facility, security, appropriate management 
system, the experience that tourists will receive after 
the service, preparedness of the medical team, as well 
as skilled staff. The quality of service needs to be 
emphasized as the essential idea concerning serviced 
staffs in which various scholars have proposed this 
concept. 
 
Gronroos has mentioned 6 criteria that can be used to 
evaluate the quality of the services as followed: 1. 
The sophistication of the employees 2. Attitudes and 
demeanors of the employees when coping with the 
problems 3. The convenience and flexibility of the 
place and time of the service 4.Trustworthiness 
whereby the service is satisfactory 5. The ability to 
face and cope with problems 6. Good reputation will 
be gained from customers trust through the good 
service in which it is consistent the 5 factors of the 
SERVQUAL evaluation. First factor is the substantial 
of the service, second is trustworthiness, third is 
response towards customers, fourth is the reliability, 
and lastly understanding the customers. (Chatchawan 
Orawongsuphatat, 2011) 
According to the concepts in the previous paragraph, 
they can also be used as a guideline in various fields 
of business as well as the academic approach. Based 
on the importance of the quality of service, especially 
in term of the service employee, Sunethra 
Chanthraburi (2016) researched about the opportunity 
and competitiveness of spa and Thai traditional 
massage industry based on the framework concept of 
Diamond Model. The research illustrates that the 
competitiveness of Thai businesses, in terms of 
production factors, a pleasant personality shown by 
the employee, expertise, and like to service, however, 
there is still a shortage of skilled employee and the 
problem of frequent job changes, despite, the human 
factor remains the main factor in the analysis of 
competition evidently. Likewise, Phahol Sakkatat,et 
al., also researched about the strength of Thai spa and 
Thai traditional massage businesses in Chiang Mai 
community by using the independent variables that 
are related to the strength of the Thai spa and 
traditional massage business. The research shows that 
the human factors consisting of knowledge of the 

members and number of members with workload 
were at a high level, the mean was 3.80. Therefore, 
this indicates the importance of the employee as a 
driving force of the business which is in consistent 
with the research of Paleerat Karndee, e al., (2004) 
about the development of Medical Tourism (spa) that 
comes from the opinions from 4 groups of people 
including public and private sectors executives, tour 
group, spa business group, and spa tourists group. In 
terms of human factors, the research shows that 
serviced employee should be trained and tested up to 
the standards as well as being expertise and able to 
work efficiently and able to communicate in English 
and at the same time serviced employee should 
always develop new knowledge and technology 
frequently. 
 
2.3. Methodology 
This research is a development research focusing on 
the sets of data that would lead to the development of 
potential and capacity of the serviced employees of 
Thai spa and Thai traditional massage businesses in 
the area of Bang Lamphu, Bangkok. Accordingly, the 
quantitative research based on the survey from 
serviced employees working on spa and Thai 
traditional massage businesses in Bang Lamphu, 
Bangkok- 14 shops and 165 staff. The questionnaire 
was used for collect data. The questionnaire was 
developed by researching documents, texts, related 
research and verified by the experts. The 
questionnaire was divided into 3 sections as followed: 
1. General information of the respondents 2. 
Information about the potential and capacity of 
Medical Tourism staff 3. Recommendations by using 
Interval Scale system using the deviation standard of 
Likert Scale, on a scale of 1 to 5: 5 = the most, 4 = 
very much, 3 = neutral, 2 = a little, and 1 = the least. 
In terms of the interpretive criteria for measuring the 
real value of potential/capacity of spa and Thai 
traditional massage serviced employees, the average 
points are set as follows: 
Average point between  
1.00 – 1.49   signified as   the least 
1.50 – 2.49   signified as   a little 
2.50 – 3.49   signified as   neutral 
3.50 – 4.49   signified as   very much 
4.50 – 5.00   signified as   the most 
In addition, the questionnaire was then sent to verify 
the accuracy and reliability at the level of 95 percent. 
After all, 165 sets of information are collected and 
then sent to analyze the statistical data with the 
program called SPSS by using the ways to calculate 
the statistics are as follows: 

1. Descriptive statistic was used to explain the 
basic information of the group by 
percentage. 

2. Chi-Square Test was used to test the 
relationship between the 2 variables and 
Regression Analysis was then used to 
analyze the regression of the variables. 
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III. RESULTS AND DISCUSSION 
 
According to the collective data from 165 people in 
the community on the relationship between the 
potential/capacity of Medical Tourism employees on 
Thai spa and Thai traditional massage classified by 
background of the population, economy and society, 
and the image of the business and the management 
system using Chi-Square Test. According to 
regression analysis, serviced employees of Medical 
Tourism should have 5 capacity which are 
knowledge, skill, capability, pleasant personality and 
attitude towards skill development, the results are 
shown as follows: 
 

Variable 

Potential & Capacity 

Less Neutral Much X2 
 

P-
Value 

Sex 
Male 

Female 

 
0 
0 

 
35 
54 

 
24 
52 

 
1.071 

 
0.192 

AGE 
20-30 years 
31-40 years 
41-50 years 

More than 50 
years 

 
 

 
11 
36 
27 
15 

 
9 
25 
25 
27 

 
1.370 

 
0.713 

Education 
Below 

Bechelor 
Bechelor 

More than 
bechelor 

 
10 
4 

 
50 
29 
6 

 
30 
31 
5 

 
1.193 

 

 
0.176 

Work 
experience 
1-3 years 
4-6years 
7-10years 

More than 10 
years 

 
2 
11 

 
25 
38 
19 
6 

 
24 
14 
16 
10 

 
3.497 

 
0.010* 

Income 
Below 500 

Us. 
500 – 1,166 

Us. 
1,167-1,833 

Us. 
1,834 Us. 

 
 
 
4 
2 

 
15 
42 
10 
4 
 

 
11 
55 
18 
2 
 

 
3.166 

 
0.024* 

*Level of Significance at 0.05 
 
Table 1: Illustrates the results of the potential/ 
capacity of employees working in medical tourism, 
Thai traditional massage and spa classified by 
backgrounds, economics, and society.  
 
Regarding the statistical data X2 from the 
abovementioned chart, it has been found that the 
potential/capacity of an employee in the health-
oriented tourism, Thai traditional massage and spa is 
merely experienced in their respective career and the 
significance of income is stood at only 0.05.   
 

Variable Potential & Capacity 
Less Neutral Much X2 P-Value 

Size of Business 
Small 

Middle 
Large 

 
0 
23 
8 

 
24 
47 
19 

 
10 
17 
16 

 
64.066 

 
0.040* 

Duration of 
Business 

1 – 3 years 
4 – 6 years 

7 – 10 years 
More than 10 

years 

 
 
2 
9 
6 
5 

 
 

11 
21 
8 
8 

 
 

22 
7 
59 
7 

 
 

152.87 

 
 

0.183 

Customer/day 
21 -30 persons 
31- 40 persons 
More than 40 

 
10 
4 

 
29 
29 
17 

 
13 
31 
26 

 
160.48 

 

 
0.301 

No. of 
Employees 

1 – 5  persons 
6-10  persons 

11 - 15 persons 
More than 15 

 
2 
9 
4 

 
2 
25 
23 
3 

 
9 
22 
52 
13 

 
60.398 

 
0.001* 

Potential 
Development 
Promotion for 

employee 
-No support 

-Support 
employees to 
attend training 

-Support 
employees to 

test skill 
competency 

standard 
-Have a 

evaluation 
system 

 
 
 
 

12 
2 
 
1 
 
 
 
2 

 
 
 
 

38 
4 
 
2 
 
 
 
4 
 

 
 
 
 

62 
25 

 
4 
 
 
 

9 
 

 
 
 
 

58.644 

 
 
 
 

0.000** 

Administration 
- Place and 

environment 
- Facilities 

- Conservation 

 
12 
 
6 
24 

 
18 
 

36 
17 

 
15 

 
28 
9 

 
60.426 

 
0.031* 

*Level of Significance at 0.05 
 
Table 2: Showcases the results of potential/ capacity 
of employees in the field of medical tourism, Thai 
traditional massage and spa categorized by their 
organization and the management of its manager.  
From the statistical data X2 in the 2nd chart at the 
significance level of 0.05, the mentioned group above 
values business scale and management at 0.05.   
 

Potential/Capacity 
of Employees 

Coefficient of 
Equation (B) Sig R2 

Knowledge 0.350 0.000** 0.024 
Skill -0.398 0.000**  

Ability -0.147 0.080  
Personality -0.280 0.000**  

Attitude 0.163 0.064  
*Level of Significance at 0.01 
Table 3: analyses the deterioration of employees’ 
potential/ capacity and the determination to enhance 
their service mind skill.  Of all the 5 factors in the 3rd 
chart, it has been discovered that only the aspect of 
knowledge is going in the same direction as the desire 
to aggrandize service mind capability in the low 
significance level at 0.01 which the sig value is less 
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than 0.05. In other words, the more an employee 
knows, the more zealous to be more professionally 
competitive an employee will be. At the same time, 
the aspects of skills and character are the antithesis in 
the low significance level at 0.001 (sig = 0.000) 
which the sig value is less than 0.05 meaning the 
desire to better service mind skill will not be 
prominent in an employee with unpleasant 
personality, exposed to a small amount of work. The 
latter explanation can be expressed in the following 
equation of y = 1.287+0.350X1+0.398X2+0.280X3; 
R2 = 0.024 which can estimate the potential/ 
capability of an employee with the wish to improve 
one’s service mind skill at 2.4 percent.  Therefore, it 
can be concluded that not only the relationship 
between the potential of health-oriented tourism, and 
Thai traditional massage and spa categorized by 
backgrounds, economics, and society associated with 
experience and income, but also the connection 
between organization and its management truly have 
an impact upon the development of employees which 
is relevant to Benjaporn Yaemjamuang (2014) who 
studied the topic of The readiness of staff’s 
development in housekeeping department for 3 stars 
hotel at Samutsongkram province to reaches to 
ASEAN community, the result stated that there are 3 
competency affected to staffs in housekeeping 
department as follows ; the first, core competency in 
business administrative conformed to law and next, 
general competency in English skill and the last, core 
competency of work among multi social 
environment.As a matter of fact, this finding 
coincides with Kamolluck Lasuwong’s (2524, p. 229-
230) statement on the potential development skill that 
besides a complete physical body and mind or so 
called maturity, worldly and inherent knowledge are 
necessary. Especially those who possess more 
experience have the tendency to progress in a 
constructive manner than the inexperienced ones. In a 
way, the analysis on the declining potential of 
medical tourism, and Thai traditional massage and 
spa and the yearn to improve service mind skill , in 
terms of knowledge, A more knowledgeable an 
employee is, the more desire an employee willing to 
develop his/her service-minded skills. Not only the 
erudite ones, but those who lack skills, character, and 
experience aspire to be better at service skill as well. 
That being said, the results reflect the service quality 
which largely contributes to employees’ self-
development which aligns with the criterion of 
Gronroos who explicates on the professionalism and 
the skills of facilitators including their attitude and 
behaviors. Certainly, Gronroos’ criteria is also in 
accord with the evaluation of SERVQUAL which 
underlines the tangible of service, credibility, 
customer relationship management, and 
understanding customers (Chatchawan Orawong, 
January 5, 2018). Hence, the standard evaluation of 
service quality encompasses knowledge, skills, and 
character of facilitators. Analyzing from the results 

above, it was found that the primary focus of a 
facilitator is to widen one’s knowledge and expertise 
in his/her respective field which correlates with 
Sunatra Chantaburi’s research on the opportunity and 
ability to compete in spa and Thai traditional 
massage’s industry by using the concept of Diamond 
Model. The competition amongst this type of 
business requires personnel who are not only 
cultivated with a solid foundation of service mind but 
also experience as well as capability. What’s even 
more challenging is managing the same set of 
workers due to the high frequency of employees’ quit 
rates. It has been found by Pahol Sukkatud and his 
committee that the strong establishment of spa and 
Thai traditional massage business by the community 
in Chiang Mai owes much to the know-how ofeach 
member accompanied by the balance between the 
number of members and the amount of work which is 
essential to forging a robust business. Moreover, the 
research carried out a decade ago on development of 
medical tourism which collected opinions of 4 
interrelated groups of people including governmental 
and private organizations’ administrators, tour guide 
and Thai traditional massage and spa owners, and 
tourists by Paleerut Karndee and her associates 
(2547) is a reminder of the past about developing 
facilitators’ potential. To be specific, the research 
underlines that a group of entrepreneurs should pass 
standardized trainings and examinations until they are 
prolific, experienced, fluent in English, and tech-
savvy.        
 
SUGGESTION 
 
Further research pertaining to characteristics of 
successful Thai traditional masseuse and spa business 
owners should be conducted.  
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