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Abstract

Research Report Title : The Improvement Study on Operational Structuring of Tourist

Police Division

Author : Assistant Professor Jitasak Putjorn and Research Team

Month Year : January 2011

The Improvement Study on Operational Structuring of Tourist Police Division aimed to
study Tourist Police Division’s present structure and its problems and constraints in operation,
which leaded to the ways and possibilities to improve its functional structure. This study was an
action research that used both quantitative and qualitative methods. The data collection was
conducted in three parts 1) the specific in-depth interview of 51 Tourist Police operational
officers and supervisors 2) random survey of 320 both Thai and Foreign tourists and 3) in-depth

interview of 93 people from tourism-related associations and organizations

The results of this study revealed that most tourists and organizations that used tourist
police services satisfied with officers’ pleasant and enthusiastic to service. However, due to its
problems that tourist polices do not have an authority to investigate the offense against the
tourists, the tourism-related associations and organizations will not suggest their clients to make a
complaint with tourist polices. They preferred local police instead. In addition, the respondents
suggested that the first three areas that the Tourist Police Division should improve were 1)
manpower 2) communication with foreign tourists and 3) public relation especially its

responsibilities.



(4)

The research results recommended that the Tourist Police Division should improve its
operational structure and its mission clearly and still under the Royal Thai Police. The Royal Thai
Police should empower the Tourist Police Division to investigate cases as same as the local police
and add a tourist police unit in every local police station. The Tourist Police Division also should
improve its public relation and increase its communication channels such as social media or social
network. Moreover, the Tourist Police Division should continuously have staffs’ potential

development program for foreign languages, services and ethics.
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QUESTIONNAIRE

The Improvement Study on Functional Structuring of Tourist Police Division

This questionnaire aims to study the opinions of tourists and the clients
serviced by Tourist Police Division in order to understand the problems, obstructions,
and solutions to improve the efficiency and effectiveness of the organization. The
study is financially supported by Sub-committee of Thailand Tourism Senate
Commission through the cooperation with Silpakorn University. For the benefits of
the study, we would like to ask your cooperation in answering the questionnaire
truthfully. However, the researchers sincerely affirm the privacy of the information

given and promise that this questionnaire will not cause damages or affect you in

anyway.

We thank you for your warm co-operation.

Head of the Research Team

Asst. Prof. Jitasak Putjorn

***Instructions: The questionnaire is composed of 2 parts,
Part 1: Personal Data

Part 2: The Information Perception Regarding Tourist Police Division
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Instruction: Please mark v in O or, write in the provided space (............ )

Part 1: Personal Data

1. Gender: () 1. Male () 2.Female
2. Ager o years old
3. Marital Status
( ) 1. Single () 2. Married
() 3. Divorced/Separated ( ) 4. Widowed
4. Occupation
() 1. Civil Servant () 2. State Enterprise Staff
() 3.Private Company Staff () 4. Freelance
() 5.0wn Business () 6. Retired
() 7. Student () 8. Other. Please identify.........
5. The Highest Education
() 1. No School () 2.Primary School
() 3. Secondary School () 4. High School
() 5. Vocational School/College ( ) 6. Diploma
() 7.Bachelor’s Degree () 8. Higher than Bachelor’s Degree

() 9.Other. Please identify.............oiiiiiiiiiiiii e

Part 2: The Information Perception Regarding Tourist Police Division

6. If you were visiting on tourist spot in Thailand and got into troubles such as
thievery, accidents, or disasters, which government organization would you think
of first?

() 1. Provincial police () 2. Tourism Authority of Thailand (TAT)

() 3. Tourist police () 4. The Provincial Office of Tourism and
Recreation
() 5.0thers. Please identify ..........cooiiiiiiiiiii e
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7. Have you heard of the “Tourist Police Division”?

( ) 1 Yes. () 2. No. (Please skip to question no. 17)

8. How did you hear about the “Tourist Police Division™?

() 1. Friends/Family/Relatives () 2. Newspapers
() 3. Television/Radio () 4. Internet
() 5. The official documents/Forms. Please identify........................oeeen.n.
() 6.0thers. Please identify ..........ccooiiiiiiiiiii e
9. Have you ever known about the main responsibilities or the services of the tourist
police?
() 1.Yes. Please identify inbrief...............ccooiiiiiiiiiiiiiiia
( ) 2. No.

10. Have you ever contacted or been serviced by the tourist police?
() LYes, oooiininnnn, times (Please then go to question no. 11-16)
() 2.No. (Please skip to question no.17-22)

***The following questions No. 11 - 16 are for the serviced and contacted

customers***

11. What issue did you contact or coordinate with the Tourist Police Division?

Please identify the reason you contacted ...............coeiiiiiiiiiiiiiiiinenn..

12. In what situation would you think of contacting the Tourist Police Division?

Please identify the Situation...........o.vvuiiiiii i

13. The satisfaction of services by The Tourist Police Division

Points Lowest | Low | Moderate | High | Highest

e About the Officers

- Politeness, and friendliness

- Enthusiastic about servicing

- Helping and giving useful advices

- Performance of the demanded of

service

- Knowledge and understanding of
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Points

Lowest

Low

Moderate

High

Highest

the process

- Accuracy, clarity, and authenticity

of the information provided

e About the Process

- Clear and systematic

- Quick/Timely and Convenient

- Follow-up cases

e The Channels of Contacting

- The variety of channels in servicing

- The convenience in approaching

services

e The Image of the Organization

- Realization of the organization’s

responsibilities

- Public relations

- Reliability and dependability

14. Please identify 3 issues, which you think the Tourist Police Division should

improve as soon as possible?

15. Comparing the tourist police and the ordinary/provincial police, who would you

be more likely to receive service from if you got into trouble?

() L. Tourist police. Please identify the reason
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©O©Q© “Thank You for Your Kind Co-operation” O©O

***The following questions No. 17 - 22 are for tourists who have never been

serviced by the Tourist Police Division***

17. Do you think you will be serviced by The Tourist Police Division in the future,
and in what way?

() 1. Maybe. / I will probably be serviced. Please identify the situation.......

() 2.May be not. /I will not likely to be serviced. Please identify the reason

18. The reason why you have never used the service of The Tourist Police Division
) 1. I haven’t realized the responsibilities of the organization

) 2.1 haven’t noticed any public relations of the organization

) 4. There are other useful organizations. Please identify

(
(
() 3. Icannot approach the contacting channels
(
(

) 6. Others. Please identify..............ooooiiiiiiiiiiiii e,

19. Comparing the tourist police and the ordinary/provincial police, who would you
be likely to receive service from if you got into trouble?
() L. Tourist police. Please identify the reason ...............cccoociiiiiiiiiin.n

() 2. Ordinary or provincial police. Please identify the reason ....................

20. Which media would be the most suitable to publicize the Tourist Police Division?
() 1.Brochure/Leaflet/ Organization’s journal () 2. Newspapers
) 3. Radio/Television () 4. Internet

(
() 5. Official documents/Forms; Please identify
() 6.0thers. Please identify...........cooviiiiiiiiiiiiiiiie e
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21. What is the most convenient way to contact The Tourist Police Division?
() 1. Walkin its office
() 2. Mobile service unit/booth in some tourist spots
() 3. Telephoning directly to the organization or its call center
() 4. Other. Please identify

22. Do you have any suggestions for improving The Tourist Police Division?

©OO© “Thank You for Your Kind Co-operation” ©©O
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1. BACKGROUND AND IMPORTANCE OF THE PROBLEM

The sub-committee on tourism for policy integration and tourism operation
restructuring in the direction of the committee on tourism of the senate have considered
restructuring agencies and organizations related to national tourism development in order to
define their role, direction, and objectives according to the National Tourism Policy Act of 2008.
The policy covers the flexibility of Thai tourism system development to catch up with current
tourism trends including sustainable tourism development in order to compete with other
countries more effectively. The crucial parts to reach this goal are organizations and agencies as
well as the structure of tourism operation as a whole which is an important mechanism to convert

the policy into practice with effective strategies.

The current issues that are critical for Thai tourism industry are inappropriate and
unclear tourism management structure, redundancy in terms of the responsibility, and lack of
coordination between agencies and organizations in the field of information, personnel and
knowledge transfer. Consequently, the direction of tourism development is lack of unity and
unsuitable with the potential of each tourism site. This will lead to decadence of tourism sites,
conflict between tourists, travel operators, local communities and other stakeholders of tourism,
and changing destinations of international tourists to other countries that are ready and have good
management as well as the right direction of development that match the potential of each tourism
site and target market. This incident will affect the income of the country that uses the tourism

industry as a tool to attract money and spends on its development and administration.

In addition to the beauty of tourist destinations and effective management, safety and
security facility is also the important factor that makes foreign tourists confidence to travel to the
destinations. Such services fall under the authority of the Tourist Police Division which is the
agency that will build confidence and peace of mind for the visitors. Then, they will pass this
information to other visitors. Thus, the Tourist Police Division is the vital part that raises Thai

tourism image.



Despite its necessary and important as the reasons stated above, the agency has
limitations in terms of authority, organization structure, officers’ ability, overlap of the mission
with other agencies, and welfare. Because of these problems, researchers have realized the
importance of restructuring the agency to achieve flexibility in the implementation of the mission
and reduce the overlap of duties. This feasibility study for the development of efficiency Tourist
Police operational structure will lead to an impression of comfort and security for tourists. It also
builds a good image for the country and critical database for proper development of the tourism
industry. Therefore, Thai tourism industry can compete in the global market and is developed in

sustainable way at the end.

2. OBJECTIVES

2.1 To study the present structure of the Tourist Police Division
2.2 To identify problems and limitations of the Tourist Police Division operation

2.3 To determine guideline and possibility of restructuring the agency

3. SCOPE OF RESEARCH

3.1 Scope of content: This study focuses on the problems and limitations as well as

guidelines for restructuring the Tourist Police Division from related stakeholders.

3.2 Scope of population: The samples of this study are that Tourist Police officers,

organizations both public and private sectors, and tourist.

3.3 Scope of duration: The total duration of this study is 6 months from February

until July 2010.

4. RESEARCH METHODOLOGY

This study was an action research and used both quantitative and qualitative
methods. The secondary data from related documents including the minutes of the committee on
tourism and the primary data from related organizations were used. The data collection was

conducted in three parts 1) the specific in-depth interview of 51 Tourist Police operational



officers and supervisors 2) the random survey of 320 both Thai and Foreign tourists and 3) the in-
depth interview of 93 people from tourism-related associations and organizations to determine the
guideline of restructuring the Tourist Police Division in accordance with the development of the

division, related laws, and tourism policy formulation and implementation.
5. RESEARCH RESULTS
5.1 The Tourist Police Division’s Administrators and Officers

At present, the Tourist Police Division is a unit under the command of the two
agencies, the Ministry of Tourism and Sports and the Royal Thai Police. Their major
responsibility is to provide safety and security to tourists. Problems and difficulties in performing
their duties are the following.

1) Tourist police do not have authority to investigate and examine any cases.

2) Lack of manpower for supervisory and deterrence.

3) Operating budget has no definite and clear.

4) A superior level has been changed frequently.

5) The Tourist Police Division is under command of two agencies, so the command line,
budget allocations and welfare are from different agencies that effect the division’s

strategic and action plan.

The tourist police officers take pride in their role, and they have the ability to
communicate, provide services, and help foreign tourist better than local police. For restructuring
division issue, the officers are ready and willing to perform their duties whether how is the

organization change, if they are still a police officer.
5.2 Tourists

320 Thai and foreign tourists were asked to complete a questionnaire about their
perception and satisfaction toward the Tourist Police Division. Major of the respondents are

male, aged between 20 and 30 year-old, private company employees, and undergraduate level.



Most of the tourists know or have heard about the Tourist Police Division over the radio or TV.
However, they will think about local police rather than tourist police when the problems occur
while they are travelling. Consequently, most tourists have never used the tourist police’s services

and have never contacted the tourist police.

For visitors who experienced the services of the Tourist Police Division, they are
satisfied with 1) the officers’ politeness, attentive, friendly, and understanding of the systems
involved, 2) the clear process and procedure, 3) various channels of contact and easy to reach the

services, and 4) Public relations.
5.3 Tourism-related Organizations

Most of the respondents from tourism-related organization have heard about the
Tourist Police Division from official documents; however, some of them do not know about the
division’s main duties and services. The respondents’ perception about tourist police
responsibility is that the Tourist Police Division makes tourists convenient and assists tourists
who are taken advantage. They expect the tourist police to be able to communicate in English or
other languages. Top-three issues that the Tourist Police Division should urgently improve are 1)
manpower particularly in major tourist destinations, 2) foreign language usage especially English,

and 3) public relation especially division’s duties.
6. RECCOMMENDATIONS

6.1 Tourist police operation structure and mission should be clear and not redundant,

and should remain under the command of the Royal Thai Police.

6.2 The tourist police should be authorized to investigate cases that are relevant to
the tourism industry in order to finish the case quickly due to foreign tourists who have a limited

time in Thailand.



6.3 The Tourist Police Division should have a unit at each local police station.
Tourist Police should be accessible and contacted easily, so it may be divided into a mobile unit

or stationed at the critical point near tourist destinations.

6.4 The Tourist Police Division’s public relation should be improved because Thai
tourists rarely know about power and duties of tourist police. Public relation is best way to
communicate what tourist police do, their services, and where they are located to the tourists.
Nowadays, new generation tourists arrange and travel by their own (do not use travel agent), so
they will search information about prospected destinations through the Internet (Destination Web
Site, Travel Web Site, Travel Blog, etc.), travel magazines, and travel guide books. Therefore,
tourist police should distribute their information through various channels as stated above to their

target groups.

6.5 The Tourist Police Division should be easy to contact and the information
should be urgently responded, so they should increase their communication channels and easily to
remember. At the present, the division has a 24-hour hotline number - “Your Fist Friend 1155”-,
but it is not enough. They should use social media or social network such as Facebook and

Twitter as a tool to communicate with tourists for enhancing their communication and image.

6.6 The Tourist Police Division should design a series of continuous human
resources development project such as foreign languages, services, and ethics in order to enhance

operational efficiency and productivity.
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