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ABSTRACT

Purpcda: This sludy sxpicies the Nows and processis of B lour progres ta dantily inkeRctions
Ealwaan Enrsis, our cpamniens, and sanics proidiens. Sddhiorally, o highlighis nilical prasdams and
ifeaiaE And miared duning e beur thal mey decraass Deunsm pafomanss aned unsl aalstacion,
Dasigra'methedalogyiappreache Pamicpant abaarvalion was amglayad 10 reasligala 8 ena-day g,
Fasaarchan ook parl in thi lour program &g Both lour ogeratons. and toursts, which enhancad dala
mianguiation and ensured consistency in the findings. A service blueprint was adapted to diagram and
visualisa |1) loursm procosses basad on the our lirarary, (2) the main aciors infsolaed in the 1ow
program, and (3] four logisics Soes physical informiaiion, toursst, and Snancial. Problams and ssues
encountared during the tour wene recorded %o highlight criical supgply chain and logistical conceirs
thal mary requine improveman.

Findings: Tha adapied service blueprint proved useful for dagramming the tour program. R oulines
thia tourist joumay and e inlemoions belsooen jowrsls, e tour operator, and ofhar Sardico
prowidiars. Koy touchpoints wene identfied and found 1o sigrificandy impact founist satstaction. The
findings also indicatod that both the tour aperator and the guide played crudal roles in enfancing
bourist satisfacion and infuencing ceeral four pafomane. Some issues that arose dusing the mp,
such as delayed publc fanspod, sem nearly impossible 6o aliminale, a5 thoy el owiside the Tour
cperalor's pimary resporsbitbes and presenisd challerges thal noreased costs and extendsd the
duratian of thee lour. Based on $is sludy, several cpporunfes for dufure research in the aress ol
supply chan and markebng are suggesied.

Practical Implications: The study demonstaiss how o wsualiss a Sour program using e adapled
semnics busponl.

Originalityhvalse: The study proposes the adapied senvioe blusornt which can effedively map a lowr
ProaraTL

Keywords: fouwrsm supply chan, lourtsm logistics. servioe bluepnnl, fouchpoint, Sounst experencs
durticle classification: research papes

imiroduction

Ths tounsm seclor is ons of the langes] and fasies-growing econcmic seciorns (N Toursm, 20253, B
conrbution o the economyp—arsd woo veEsa—ansss fom e myrad acivilies and businosses
imydeed (frgius and Ebenne, Z00HL Thess hsiresses encompass, bul se ol imeled o, o
cperators and agencees, travel and Sransporiation, lodging and accommodation, shopping, recreaton
and snterainment, and iood and bEserage (Firam, JO0S Fisoonnungoy, 012 Araluo and Ebenne,
Z008% As a mesul, the lowsm =erdce Sysiam is complex and involves vanous siakeholders and
resources |Gac et al, 2022

From a marketing porspecive, scholars generally agree thal lounsm branding, semics quality, ouris]
sabsiaciion, and founst experencs ars infuenced by the different staksclders imsobied o tourism
iFasrber ot al, 2021; Gao of al, 2022; Kim and So, 2022; Kim and So, 2024). These areas ol
reseanch Fawe garnered skgrilicant academic abienlion. Chen of al. (2021 haves caled for shudiss thal
expicre Foay diffemnl lounam senice providers sfect the lowsl espenencs. Similady, Gac el &l
(0EY) heren wrged imeestigabons mbG the aupply-sids aspects of ounsm, wiich are gflen ovdoaked
in himﬁ specfically regarding the inleraciiom sl collabaralions amang stakeholdes in the
R ny

In reaponss o Swess calls, ths shady adopts a aupply chain apprasch, Scholars bave suggesied thal
undanstarding e “AS-15" stale of the supply chain—in lems of ite nebeork sluchors, procasses, and
canbgurations—is assantal [or furber achon (Lambad ol al.. 108E)]. Viausizalioresd Sools o oflan
employed to neveal this “AS-15 siatus (Banormpong o al, 20006 This sludy sdapls e sizualsation-
aid ool al 2arics Busprirting %o uncoeer the “A5-15° slalus and sciivities of a oo program. The
findngs rdicale thal e foal requires adapistion bul prarees usslul in dentitying actom, inkractions
betwaan Igurists and ssndice prividers, gz sl as the Toss and processes nealves] o s lowr
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program Crfical problers and issuss encounlered dunng the oum wem resealed, indcaling
podanbal decraases in lowsm perlormancs relaled fo cosl, e, and Soun st satstsclion,

Fdrecyer, ths shady identifed intsractions nal anly batessn foursts and sendos prowiders (B25) bul
ale among vansus sarvics prossdens [B2E] reabesd m the o progeam. addressing the call ke
reaaaich on B8 colabosaicn (Gac ol &, Z023), Basad on tha shudy's Indings, Tuithas reaanch on
tha loustam supply chaim and logislics. as well as toursm markelng, & ercourngid

Litaragure naviim

Taurism supply chain

B vourisen pupply chimn consists of mulliph inermalatad supgly chains s 10 tha invehmmant of
wRnicLs slakeholders in groviding serdcns 1o lourits, Thise stakahcldam can De chlegonsed & T
al T LpsFaEm and (0.0 Dusiresias Thal SUpply MEcurcas nd Sanvices) o al the downsinsam and
(g, asinissics thal Sal loutm products and seedces 1o tourtsts) ([Zeng el al, 2000, Fbaosnegn,
2L Zang al &l {2009) culing & lowrsm nebeork siudune from an o ugsiream-downsieam
parapactie, Tha divwmiaam and of 8 Inurism supply cheain indudes Iursls, whils [our agents act as
retalers, galhirng and debibuling touniem products, A1 T upstaes and, lier-1 pplen am
considerad servics providam thal decly seply IDuim senaes 10 ouisls (8. e panks,
shagging mals. restauranis, and holak), whiks lier-2 supgliees am olhar comparias thel provide
wrism-raalad goods v mervicas o esl-Iar supplers.

Wihile Zeeg @ Al (3000) suggesied & loudsm natwok skudune, Fiboorrangre (2017) chassied
slakahokiar Based on Feir ok, Firsl, inpul prendders (0.0, focd supply chams] Supply rsounces
and materials for Sanics oparalions, Secand, Sanics providans (.., MEturants, helats, and slines)
are by players Thal daliver sanvices 1o luries and sigrificanty infuancs lours! salisladion. Thind,
WP AgEREs and CRAralens SRt BE inlRMedianes and galekeapecs within the tourism supply chain,
assambing rourisen-rakilig (roducts and servcas for Wunst whin managicg lourist Nows, Fourh,
fresghl transgon Taciilales T prysical moseman! of gocds Dateedn Ppul providers and sarvice
providars. Fifth, passenger iransport & resporsible for vansporing tounists. Finaly, supporbe
businesses [2.g., souveni shops and wasie management companies] aid in suppoarting ioutdsm
oparations.

The: s and processes of the fourism supply chain can be explained in three stages: pre-iraval, on-
rarel. and posi-iravel [Pibconmungeol 2012; Gao al al, 202T). These siages o adapied from tha
concapls of customar joumay and Ccustomar axperence, which ohginaied in consumar reseanch
i(Foerber of al, 2021, Gao at al., 2022 In the pre-rasel stage, ounsts engage in activiles such as
inquiring about information, aranging trips, and processing booking procedunes. During The on-irvel
slage. thay vavel and recehe servions from vanous providers. The post-imvel stage encompasses al
aciEities iouisls underdake afier tha g & completed, inclading providing faedback.

Pedomance measunss ussd in the founsm supoly chain can be calegonsed inlo three groups (Jang
et al.. 2009% Financial perdomance masswes induds revenus. profil, and cosls (8.0 distnbuion,
procucion, and inventory). Operatioral perdoemance messures focus on responss ime, lead bma,

and product quably and aymlatilty. Cueral supply chan perormancs measures primanily cerirs on
boun s safsdachon.

Tourist oxporemce and fouchpoints

Thee fSownist experiencs is niluencesd by vanous slakeholiders and Souchpoints (Gao of al., 20271, From
& consumer perspecivs, these louchponts reler o the interactions between ouslomers, producss,
semices, fioms, and other influencers &im and So, 20240, Bim ard So (2024} further exglain thal
toucheoinds are percefved by lounsts when services are realised, ocouning at the moment serdce
proseidiers and tounsts nleract within a service scape

In the lowsm Meraiurs, Bim and 5o (2027) nobe thal thees s imiled knosdsdge reganding bouchpoings
and the lowisl espensnce. Speclicaly, there ore queshtions atoul how we defne and idenliy
bouchpoinds. in founsT, which luchpoinks bave the most signficant impact on the creaton of fous]
cxporences, and how mulliptes louchpants miegrale wthin the serdce defivery process 0 snswe
SUpSC bounst expenences,
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Servce blgeprinding

Fdany approaches can be wasd B mprove sur pedorrances and anfancs Be ounist sxpersnis (3,
for sxampls, Zang al al., 20 Pheonungral 201 Gao et &l J022 One such Gl s e serics
bBlusprnl, pioreered by Shoalack [1982), which bas bessn wlileed I sxpiors improvemanis in the
unsm e system (Gac o al, 20FF A sersice Blusgrnl Belps visuabss adieies, steps of
aafvice prodhaciion, and e clor neahved, proveling A ompiahaiain ooy of T dasgn of
ieuriees prodipcts (Gamdife, 2000, Gag al al., 30EZ). 1 ansblas cnganisalions 1o Benlity and addaes
inathcinncas and waakneases 0 iha 2arics procaks [Hams amd Van Der Vaan, 20010

Sanvice Bluaprinting and cuchpoints s nlaralaled concapls. Whih sarvice buaprining ralects how
& company reaises i seneces ke further improvement, ouchgcints Bustate the cuslomens
parapacdin on whal acours duning the servics seperisnce (Kim and So, F024) Touchpainl mapgping,
alhe known A5 CUBIDMA urmey Mapping, exkends Beyond the merden s Scope 1o include
cusiemer ihoughts and Tealings, wharais senice Bluageinting s Emied 1o senicas in acicn (Hars &
Wan D iasn, 20120)

Crasting A sanace bhapin irobes T components and four steps [Binar a1 al., 2008 (Figure 1,
Firsl, customar activilns ane delnamied, ancompeasing &l shes thal cusiamens ke &8 pan of the
sanvice dalivary process That is perornd by The contacl amployees. Thess activiles can ba depictad
ehrenaiegicaly. Sacond, the acions of conacl ampicyess A culingd, both orsligs and Backsags,
Cirealage activiliss A saparmied fiem cuslomes achlis By th ng of mlaracion (., uchpaints),
Tresia ogerasional acivilikes A visible 1o cuslomens and B parfommed By ihe Contec amplopess
wh dilivar seevics 10 customans. Backelage activiies are sepanied from cnetage aciiiies by the
lirws of wiakilly Trese am Poable 0 astoeas athcugh thiy am pefomesd by Fe contac)
emplopiis, Thind, SUpEen Proceases s saparated lrom hackslage aciviies by Te ine of nberal
intarRdion. which includes &l poivites pardamed by T rol-contecl amployess Bul contrbule 1o
producing products and seevices, Thess processes aleo raler o the syskess and procedunes
Lndnaken by ampinesss i suppan of sendos delvary (Pandey and Kulshrestha, 2001). Finally,
physical evidenos 15 deineated, entompassing all tangitde slamants that customens encountar.

L o

Crmlagesmihie rerdar] e pl e acl i
DecrengeiTenibn corin= grepbrae m=iom ki el el

P — Ll B W R

Figuen 1 Savice blusgeinting (adapid Fom Bilsr o al., 008)

Sarvice bhaprning charly his leilaions and neass 1o ba ssapied for inwsigaling Fe supph-sde
aspecis of 1oursm. Firsty, orstage and backsiage acivlies are performed not only by lour agonts
and cperalorns [Tems at the downsiream end) but also by o%er sarvice providers, such 26 reslarants
and holois [ter-1 suppliers). There was only ona firm [ hotol] in Biiner ot al (2008) and Pandey and
Kulshrestha (2021} However, dug o the complex nabure of tourism, the conlact employess coma
from difierent frms. Theralone, both onstage and hackslage acivilies must be mpanded o indude
Her-1 suppliors.

Seoondly, suppor] processds are aciyles porkormed of e systams and procedures undartakan 1o
support the service delkery. In the tourism contad, genemly, these support processes can be the
sysiems, pronedures, and not-tontact employess of sendoe prowiders and our operators. The
acivities should be axpended o these entiSes of companies in varous supply chains hat provide
mun=m-refaled goods and sersices o ber-l supplers and lour oparalors

Do 1o thesse chalengess, ths sludy's scope is miled 4o Ger-1 suppliens and suppor processes are nol
considersd. Fulwee research should axplore Ser-2 suppiers and ofher systems, procedures, and not-
comiacl employess of companes n vanoss supply chans that provide ouns-rebied goods and
sEnices o Ser-1 suppliers and four cperalos,

ICLT 2004 Manusonipn procesding. 3



Reanarch methoology

Taur programma

Thtes boirr prograr sed m thas sludy was 8 ore—day i offizred b bol inlemaioeal and Thai studesds
al P Inlenobonal Colege i Sustainatikly Skefies (SWAC), Straknarinwinl Univemiy, The o
Hrerary wem crealnd By the sessod sdhor wha has ooer 10 pass ol spenance &1 8 o planmes
sl hak used thig ilnamey for mom than 3 yeais. Tha ¥g vas designad BEa aEer-dda fivala o,
il ning hres dealinaions e Grand Palaos, Wal Pha, and Wa &un [Figosa 2]
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Figum 2: Tha itimerary Tor the siudy (sudhom)

Thes mvesstigation for this shedy was tonductsd during the ip im March 2024, which imchaded 67 Tl
and niamational atludersis, The second authar sctind 38 B lour aperaior, whiles o peolmsions 1o
s with crear B ean of experende in Sour guiding wes hiesd o besd tha group

Paricipant eéservalion

Paricipanl ghearaabon =8 srploved o investgale $es oo pogram. A aulfsors, asoapd the Bel,
pariapaiesd in the Inp, Sskng oo mles a8 Both lowr operalon smnd Sounet %o chaeres and record al
acirotisn. that oocwmed, The second authar seresd bath as & oo operalee and dats colector. shis
the remaming suFors acted solely as dala colleciom. The main adivites fcused on the loursts’
acttne as aullned o the imersry. Dunng the aieereaSon, most ounets ' acivliss sligoed s tha
ilimarary; Posvider, Rome dedalicng wata noled And recoeded 0 Medd mamss, O acdviles
pertorrraad by B (o0 Gparalod (e secand author), e lour guide, and o’ slakahok®Srs regsasd in
tha Iip warn Ak decumantad. Tha Teld memes sansdad aa T prman dala soures for ganaraing tha
Ed il

Alvar i trip, @ dats cobacions. dawelapee hair own Blaspdnts sapseately. Laing Figure 1 88 A guade
Theg peocnes anharced e rédearoh's Istsorifinass hmogh Gla ineagudasen. Tha firsl ol falic
paarapaction) St B iacond Author (aemic prespactivel Thin analyand and gratad b Bluagents 10
ciadin A ompreharshoa mrdcs bspnint lof this shady. Further adagralions wene mada &8 reosssarny
By angine i uapant was widl-sdipd b ihe sludy's conbesd

Findirngs

Acduptut wnrvicn Elusprinting

Trea eckaptition of & saruics bhaspinl wak an damlhon precees, Tha cheanaingios slages incha ge-
trarenl, oi-lravel, seed (osl-tranl Stagas (oo of 6, POZF). Musiating the sclviies i which st
engaga culing Wi iy (Fguie 3) This dourisen process i difned & ercomessing all inursl
aelvilies pesorekng 80 the ilearary, o well a5 clhar activitis perfcnmed by serce stal inobed in
hourtpe Tourisl activiing consist of physice evilane—langtk oo sansory shmul 1o which s
are aepossd—and the poiviles underiskan by Kessmts, which mey ncude hoss speclad in iha
ilirsrary an wall ig othar aponlanems peiordg durng iha Fip
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Figrers X The adaoted service bhapnnd {pulors)

COinstage sddeibes induds teks padommed by the o oparkarn, the e gusds, and offer serics
providens. In Fis aludy, The guide s cansidersd & Ser-1 seace prossder. Whils four oparaloms ore
responside for phenicg jours aod dinsraces, assambling lorsm poduds and sendoes, and
ciedinalieg wih sendos proidars, our gkt el comfanicale wif and educale adia,
facdinalieng inker odions Dedwaan e and ol farvce providens (e, dealiration and Rodela) (0480
ard ¥arcan, F017T] Thus, a ok guids acka Ak & represhniatieg of (he Eer apsdpion Aol i reapaisida
i g Hthia amcolh grocais ol P oul iamcy on behall of tha apetaier [Galis and Yargan,
J0ATY Addtianaly, in s stasy, (he gude is dsingeshed fam oFer mrvce proviiens, as ey
egags Wit karst Peougheul ta éntica ip, whil sendcs providemn, such ae deslnaliong, inerac)
with boeetats for cnby b bried panod, The adtwilies of pines saryice providees ang alse corsdand pan ol
i cislage acliity, i thiy an defmned disectly 10 e louriats Jie., thine ans inuchpoints)

The backaage aclhily encomgassss Bes pariormad by thi jour cperatir and Ser-1 supphen
Decuments S N oparalin and serics prosidans & ntoduced 0 Pe bluspnnd, Secing ag conracs
hal pufing Ta ooenitvenls sgacdng (he wulem products and Sanscks providad i Kidists
Aogiviliess camiad oul by Ihi o apanador. the guda, and clbar srdce providan ane noudad in thia
alege. Tha sdspind servica Blhegeinl grown in Figues 3 was Arker used (o lusiaie the: inasam
procass A dkestmated in Figuea 4 and &

b mrrwen oot

bt rmi | = i

¥ . R
PV -
[ o

Figura 4 Tres adipied sarvics blosprind ke e pre-iel Sge (o)
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fcdapind service blseprinding across all thres slages

Fuqures 4 aed 5 dlustrals e sdapied sendcs bipaphints for the precbavel and on-reesl stages. The
poatlravel alags could rot be devslopsd in this sludy. as | was a ons-day g, and most acivilies
Eetwian senice providers and the Gur apseator were ompletad on e ama day . Fulure eesanch
should explor the inlsaciom and colaboratons srong thess B8 firms mvolved in the postiravel

Alags

Additionaly, sach bluapint ncudas Feea Nows: physcal, infarmaien, and linaecsal. For aeampia, in
Fguna 4, tha ilnanary and g echedula wane dalmanad 10 (e slodents as an cnling doouraen,
recauRing i bath infarmation and physical fows, whits thi pegments mass represant the lirancal o,
i all Sgums. e wunis Mows are depicted horizontaly wilhin tha tourism process. Problams. and
inue neuteend during T loum ane highlighied & oilical supply chain and lagisical condams
thal may ragure improssman,

Disciusaion

Tra fudirgs inchiadind Pl P pobaplad sanics buapin Gan ks wiad 10 Map T lur progam,
idandly ackors and Fsir activileg, and nevasl aperaional probkms amd waaknaesak in B DuiEm
chain, Seeaial lnesora Bamad Tnem T gledy am as ieloes

Firal, #aa lnur egssratcr playnd & crugal b in safdressing problers Pal ames dusieg thi g, This
oparaiy war asaanial Bacasn ha Fip was nailfar commancal for ading. Tha 10w oparaies and
giida could eolaborata in raal ling 0 aperate @ ur alicanly, In cammanEal sonlaeds, B o
Guicks, raer Thar an cparalod, ypically appeasches o probles, Becisma 10uf opamElors conduct
ket Irifes b iripiact A diastinations, Ackvilss, ard polanbal ises bl the sclusd s, tour guides
ane ganarally ercouniar and sobw masl probiems easily,

Sacondly, ardlagh and hackalags ackvilies ofen cocur smulanesly, B some nps, mullipa e
oparalne Am needed W manage chalangss alfactivaly, For instance, &1 cur casa study localiors
(ial Pho and Wal &min), the Do cperalor @as megured o presan & peemlk leter from the
dasiinaiicn’s ofioe of the gate, «wen though the letker was supposed 1o Be delivened inlemaly. This
racessiaied ot laast by siof members: one B0 came Tor tha ounsis and another [ handie backstago
oparatiors. However, this ssua foll cutsida the tour oparators orimary resporsbiities and posed
challenges that increased costs and astra ime for the aperator. Addisonally, public Fansport also
impacied low perforranoe, adding oxira tasks for e operator. These problams wene nearky
i oo S bk (0 elrminaie.

Soveral opporunities for fulure mssarch emange from s siudy. From a supply ohain parspectiva,
thi sando blueprinl senwes as @ basis for visualising a iowr program. Sinca this study 1ocused on a
domashic trip, examining an inlematicnal g may show more complax and would be worbwhile 1o
investigaie o make the busprind robust. Fudher shudies should indegrabe Suppon procesises i tha
adapled sersice bluspent. Other visualization jools. such as swim lare mapping. should also be
employsd 1o revsal decson-making processes in the pre-frasel stage, where wanous inlarmadon
firws and decisions across mulliple paries sxisl.

From a markeling porspecive. seveml louchpoints wers dentifed and doumad b0 have sigrificant
impact on lowist safisfacion. The service performmance of siall ol destirabiors also aflscied the low's
perforrrance and, consesquenty, overal lowist sabisfaction. The bour operator and guide payed an
imporiant robe m snhanoing unst satistaction and Puercing cvsemal bour success. Interesingly,
alicwang wunsts o ewercise free wil—yvardenng o choosing ther meals at ther convenience—
enhanced their salisfacton bul also introduced new chalenges (e.q.. delsys). Fulure shudies shoold
explore the relalionships bebyeen lourist achwliess and those pedommed by ndiicdual serdice siaf as
thess inksrachors can significantly abect both lournist salisfacion ard lour cosis.

Lonclusion

Im s shudy. 8 =ereice Buspont wes adapiesd o dagram and wsualise the rain actors imsohed ina
tour programe Tounsm processss were revealed accordng 1o a dour ibnerany. while four logsics lows
wers identified: physical, inflormaton, ounst, and dnancial. Probleers and issues encountered dunng
the lows wers highlighied as orfical supply cham and legistical concems thal nesd Impemeemen.

ICLT 2004 Manusonipn procesding. 7



Thes primary cordnbulion of e sludy s 1he adapted sesvics Buspird Bt can ba appled 1o the
unsm condeel. &n applicalion of e sdapled ool was demarsiraled eough 8 cass study ol 8
sludent feld Inp. Breaking down the four programs using the concepls of kgt and supply chain
can provide raghls nls probles and Bames. gz well 5 key suctess Bsckve ko lour programs. Thae
sludy sugasts further rassarch oppoduniies in e supply chan and marketing amaas.

Tree adaphied sndos Bhaspnt afers pracical implcations. Tha sludy damorsinalis how 19 emiky
sugh kol 1o dagram and viesalse lour programs as well as 1o idenlity problams and mproversan
eppetuniias. Undistanding curant lour eparalions should gude pracliionees in batler addeasing
problam and chaliegas, s in davelogng thir tour 10 ba mas alcan aed banatal
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