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Abstract
Tourism is often utilised by governments of developing countries to enhance economic
development opportunities that will increase the quality of life of citizens. The
overreliance on economic growth stimulated by tourism has in many cases compromised
environmental and social aspects of sustainable development. Possible solutions to these
issues lie in incorporating all dimensions of the development model to address socioecological issues, and in improving the role of the tourism industry in shaping sustainable
societies, towards a better quality of life for the community.
The purpose of this study is to explore key factors influencing the adoption of a peoplecentred approach to sustainable development within a tourism destination, in particular to
achieve greater social outcomes within the sustainable development of Vietnam. In this
study, a people-centred approach to sustainable destination management and tourism
planning puts people at the centre of sustainable development. The key aspect of a
people-centred approach to tourism destination management is the effective engagement
of stakeholders in the development process, which aims to ensure the socio-cultural
viability of the host community. Underpinning such an approach is a practice of shared
moral responsibility among the stakeholders.
Through exploring a case study in Nha Trang city, Khanh Hoa province, Vietnam, the
study employed both qualitative and quantitative approaches in order to examine how a
people-centred approach can be applied or enhanced in the study site. In-depth interviews
were conducted with governmental officers and content analysis was undertaken to
analyse the responses. Two sets of questionnaire surveys were used to seek the responses
of tourists and local residents for use in multivariate analysis. A mixed methods approach
was used to help answer the applied nature of the research questions.
Based on the findings, this study presents a viable new approach to sustainability in
tourism by developing a people-oriented integrated model for tourism planning and
destination management. This model shows that any process in relation to the adoption of
a people-centred approach must be embedded in principles of sustainability to attain
ultimate goals: economic resilience, socio-cultural vitality, and ecological responsibility.
Characteristic outcomes of this approach include a sense of community pride, an
increased quality of life of residents and quality tourism experiences for visitors. The
i

model also indicates that collaborative network governance is primarily constituted by
wider participation, power relations, and building social capital, thereby enabling both
‘hard’ and ‘soft’ collective actions in tourism planning and destination management.
Future research is needed to test relationships among key factors of the model in order to
establish and develop community-inspired tourism in different contexts.
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CHAPTER ONE. INTRODUCTION

1.1 Background
In both theoretical and practical terms, sustainable development is now central to all
tourism development issues (Griggs et al., 2013; Osborn, 2013; WCED, 1987;
UNCSD, 2012; UNWTO, 2015; Waligo, Clarke & Hawkins, 2013). The concept of
‘sustainable development’ first emerged in the late 1970s and was propelled into the
public arena in the early 1980s in an attempt to reconcile economic development and
environmental conservation (WCED, 1987). From this view, the concept is consistent
with the use and conservation of resources for long-term viability, rather than in
response to short-term development goals which cause negative impacts on the
environment. To achieve this, it was deemed that sustainable practices demand a triplebottom-line approach, where social and environmental factors each hold equal
importance to financial interests, and where the world and its inhabitants are viewed as
a holistic system with a reciprocal relationship.
Initially, sustainable development principles were applied to tourism to address the
negative consequences experienced in host communities resulting from mass tourism
development that characterized the late 1960s and 1970s (Weaver, 1999, 2006). This
dominant understanding placed sustainable tourism in the polar opposition to the
negative social and environmental impacts experienced at destinations, which were
attributed solely to mass tourism (Mason, 2011). Initial efforts to adopt sustainability
within the tourism sector saw a shift from mass tourism to alternative approaches for
tourism development: alternative tourism was seen as the means to achieve sustainable
tourism development. History has shown that this position frequently failed to deliver
sustainable outcomes and that tourism development (whether mass or alternative) has,
to a great extent, exploited the unique socio-cultural and physical environments of a
given destination in order to achieve maximum economic gain (Sharpley & Telfer, 2014).
A more recent view is that the degree to which tourism development delivers on
sustainable outcomes is dependent on the effective application of the principles of
sustainable development, regardless of mass or alternative tourism (Fayos-Sola, de
Silva, Jafari & Cai, 2012; Gössling, 2009; Jafari, Smith & Brent, 2001; Sharpley &
Telfer, 2014; Weaver, 1999). Thus, mass tourism by default needs not to be
1

unsustainable, and not all alternative tourism is by default sustainable (Weaver, 1999).
The most recent position is one of convergence, which suggests that sustainable
tourism is a goal consistent with all forms of tourism regardless of scale, and that a
combination of effective policy, planning and management decisions based on a sound
knowledge base is central to sustainable tourism development (Liu, 2003). Principles of
sustainable tourism hold the greatest promise in their application to emerging
destinations, where tourism planning, development and management would avoid
duplication of past errors and would realise the full potential of the ideological
justifications for tourism development (Sharpley & Telfer, 2014). As sustainable
tourism has become conceptually more inclusive of other types of tourism, a raft of
terms has emerged to reflect principles of sustainability.
Over the years, the interest of many scholars and practitioners has focussed on several
approaches to sustainable tourism development. The tourism industry has tended to
advocate a development-oriented approach to sustainability, together with the
conservation movement has adopted a more bio-centric approach focussing on
ecological preservation (Matarrita-Cascante, 2010; Sharpley & Telfer, 2014). The most
prominent patterns include ecotourism, community-based tourism, community-based
natural resource management, and pro-poor tourism (Ashley, Roe & Goodwin, 2001;
Murphy, 1985). While the important conceptual and practical contributions of these
well studied sustainable tourism paradigms are acknowledged, it is evident that there is
less focus on human development through revitalising natural and cultural resources
systems (Dredge, 2001; Matarrita & Cascante, 2010; Northcote & Macbeth, 2006).
More interestingly, there is a growing interest in regarding responsible tourism to be a
new robust pattern for developing and managing sustainable tourism (Jamal, Camargo
& Wilson, 2013; Moscardo & Murphy, 2014). This pattern is coupled with a set of
practices that aims to attain sustainable outcomes by going beyond principles of
sustainability and adopting principles of responsible development (Goodwin, 2011;
Sharpley, 2015). In line with responsible tourism, a people-centred approach is
proposed to operationalise sustainability in tourism. This approach is beginning to be
implemented to support the needs of human growth of all stakeholders, the equitable
distribution of economic gains, and long-term ecological sustainability, as key concerns
of development strategy (Brown, 1985; Korten, 1984). More importantly, in terms of
tourism development, this approach demands not only the provision of good quality
2

touristic experiences, and an improvement in the well-being of all individuals in the
community, but also a practice of shared ethical responsibility among the stakeholders:
this approach is inspired by socio-cultural viability of the host community, namely
community pride (Bramwell et al., 2008; Campelo, Aitken & Gnoth, 2011; Frey &
George, 2010; Goodwin, 2011; Macbeth, 2005; Moscardo & Murphy, 2014). Along
with jointly meeting visitor needs and producing the experience which tourists
consume to their satisfaction, this approach leads to a network of destination
stakeholders interacting either formally or informally with one another (Laws, Richins,
Agrusa & Scott, 2011). The destination stakeholders will be considering the impacts of
their actions and taking responsibility for maximising the positive impacts of tourism
while minimising the negative ones.
Consequently, the basic premise of tourism planning and destination management is
that, through cooperative planning and organizational activities in an experience-based
economy, the effectiveness of this joint work can lead to benefits for all individual
stakeholders (Dredge & Jenkins, 2007; Laws et al., 2011). First and foremost, it is
essential to emphasise wider participation and collective actions to engage
meaningfully in the tourism industry. This is because community participation and
greater involvement in planning and decision-making remain critically important for
effective, sustainable tourism planning and policymaking (Bramwell & Sharman, 1999;
Dredge & Jenkins, 2007). To achieve common goals, diverse stakeholders from the
public, private, and non-profit sectors must overcome conflicting interests and work
together to ensure everyone benefits from tourism development. Over the past decade,
interest has grown in the study of governance as a key component of sustainable
tourism development (Beaumont & Dredge, 2010; Dredge & Jenkins, 2007; Hall, 2004,
2011; Wesley & Pforr, 2010). Tourism governance has not only promoted increased
interest in networks and collaboration; it has also placed further emphasis on the role of
joint action between public and private sectors (Dredge, 2006). Needless to say, much
attention needs to be paid not only to formal collaborative governance, but also to
informal collaborative governance, thereby facilitating closer relationships between
stakeholder groups and other groups or organizations. This implies a need for
initiatives that would increase social cohesion.
The core of a people-centred approach to sustainable tourism development in this study
is building social capital. Fundamentally, social capital mobilises community relational
3

resources, such as networks, social norms and trust, to achieve desired outcomes
(Bourdieu, 1980; Putnam, 1993). The concept of social capital has generated much
concern and debate and has influenced tourism planning and policy (Beaumont &
Dredge, 2010; Misener & Mason, 2006; Moscardo, 2012, 2014; Moscardo et al., 2013).
Social capital can be built through strengthening social relationships, trust and
enhancement of quality of life of a community, and through improving public service
provision using network collaboration (Putnam, 2002). Thus, the practice and
promotion of social capital coincide with better governance (Putnam, 1993).
According to Chalip (2006), social leverage, a part of building social capital, refers to
strategically planned activities using social opportunities among visitors and host
communities in major events to foster social interaction and prompt a heightened
feeling of community. Chalip (2006) has developed the concept of social leverage as it
might be applied to major sporting events that engender increased tourism. In this light,
social leverage might create a sense of celebration in a community that is shared by
visitors and residents. Essentially, the more the members of these diverse groups share
social identities, the more likely it is that the diverse groups can find ways to cooperate.
Increasing evidence shows that social cohesion is essential for societies to prosper
economically and for development to be sustainable (Misener & Mason, 2006;
Moscardo, 2012, 2014; Moscardo et al., 2013).
To employ social leverage in destination planning and management, it is essential to
critically consider and advance a people-centred approach to sustainable tourism
development, where economic gains are realised, but often become a positive byproduct, rather than being the impetus for tourism development. A people-centred
approach can be used to understand those issues and their network governance with
respect to voluntary tourism (Raymond & Hall, 2008; Hall, 2011), and to the
management of conservation and pro-poor tourism initiatives in developing countries
(Wray, 2011). The adoption of a people-centred approach is justified by claims for
more resident-responsive tourism that requires greater local involvement and its
support of tourism development (Ap, 1992; Choi & Murray, 2010; Nunkoo &
Ramkissoon, 2010a; Ward & Berno, 2011). Overall, it is necessary to investigate the
adoption of a people-centred approach to sustainable tourism development in a context,
in relation to closer analysis of public participation, power relations, and building social
capital. This study can provide a great deal of currency with relation to tourism
4

planning and destination management in a governance paradigm.
Tourism in Vietnam is still in its infancy. A contemporary challenge concerns about
finding of a satisfactory compromise between celebrating the natural environment to
achieve the espoused benefits of sustainable tourism development, and exploiting
resources for tourism purposes. In this regard, if short-term economic benefits are
prioritised over the conservation of natural resources, tourism development may
degrade the ecosystems instead of promising socio-economic and cultural benefits
(Lam, 2002). It is evident that tourism resources in Vietnam have to date been
exploited to produce short-term profits rather than long-run gains for the entire
economy and local development, particularly community development (VNAT, 2012).
This has resulted in subsequent down or lost popularity of many coastal tourist
destinations, because of the environmental or cultural degradation. Of great concern are
those negative social impacts that have occurred through uncontrolled tourism
management, that can disrupt the culture and environment of the area, and distort the
economy. Such impacts have resulted in some beaches being transformed from pleasant
locations that attracted high-value guests to a heavily polluted and overly exploited
destinations that now attract low-price package tours and host an increasing criminal
base (VNAT, 2012).
If Vietnam is to remain competitive in the global tourism market, it is imperative to
formulate strategic plans and standards for sustainable tourism in ways that deliver not
only economic benefits but also positive social and environmental outcomes.

To

achieve such benefits and outcomes, it is necessary to identify both sustainable and
unsustainable practices in the tourism industry in Vietnam. This requires the
conceptualisation of a people-centred approach to destination planning and
management. A people-centred approach to destination planning and management
developed in this study may well be useful.
1.2. Objective and Research Questions
The aim of this research is to develop a model for sustainable tourism development in
Vietnam by taking a people-centred approach to tourism planning and management. To
achieve this aim, the research examines, in a series of research questions, the approach
to sustainable tourism development in the context of the tourist destination of Vietnam.
5

Key Question
What are factors that impact on the adoption of a people-centred approach to
sustainable tourism development in Nha Trang, Vietnam?
Research Questions:
1-

How can a people-centred approach be used to enhance residents’ quality of

life, and to deliver memorable tourism experiences, through the tourism development
of Nha Trang?
2-

To what extent do community residents, tourists and policy makers perceive

their roles and participate in the tourism development in Nha Trang, Vietnam?
3-

How can tourism be used as a vehicle to promote the development of social

capital and to enhance the well-being of residents in Nha Trang?
1.3. Research Delimitation
This section delineates the boundaries of the research by outlining the assumptions, and
the limits to scope. Based on related theories of sustainability in tourism, this research
puts forward an explanatory study on the improvement of tourism policy and planning.
Identifying the governance options in a single case study at Nha Trang, Vietnam
enables the local government to provide this city with actions in line with policy
recommendations based on its key activities: tourism planning, destination
management.
Specifically, this study takes into consideration various attributes suggested by a
people-centred approach in order to investigate people’s differing attitudes towards
social transformation and supporting sustainable tourism development. The primary
focus of a people-centred approach is to improve the well-being of all individuals in a
host community. This research examines the assumption that building social capital
through tourism is intrinsically linked to host community pride. Using social exchange
theory, this research more specifically investigates the social interaction of tourists,
residents, and tourism authority, as well as how these groups can participate in tourism
development.
6

1.4 Research Methodology
This work is based on the constructivist paradigm. The study investigates social
interaction and sustainability in tourism utilising a mixed methods approach. Both
quantitative and qualitative methods were used to offset the shortcomings of each
method, thereby corroborating, and elaborating the research problem (Griggs, 1987).
In-depth interviews with governmental officials explored both the tourism impacts on
key dimensions of community and the current situation of tourism planning and
management. In accordance with the main principles of grounded theory, a technique
of content analysis was employed to analyse data obtained from 30 governmental
officials. Simultaneously, to understand the complex tourism destination management
situation in Nha Trang, Vietnam, 250 local resident questionnaires and 250 tourist
surveys in Nha Trang were conducted. Consistent with the three functions
(convergence, complementarity, and expansion) of mixed methods, quantitative data
was mixed with qualitative data to interpret and explore the key questions in the
context of a specific setting in Vietnam.
1.5. Research Setting
1.5.1. Vietnam and tourism development - An overview
Vietnam, located on the Indochina peninsula in South-East Asia, is a developing
country with a wide range of natural and human-made attractions that form the basis of
an expanding tourism industry. The country already has a growing foreign leisure
tourism sector and an established domestic tourism industry. In terms of its historical
and economic achievements, Vietnam has moved from a centralised economy to
product-led planning. As a result of Doi moi (the 1986 economic renewal program), the
Vietnamese central government identified tourism as an important economic sector,
with in-depth cross-sectorial, inter-regional and highly socialised characteristics. The
government, therefore, deemed that tourism should be developed to satisfy the
demands of tourists, leading to growth in national socio-economic development
(Government of Vietnam (GOV), 2003, 2007, 2011). More importantly, tourism has
been seen as an industry that generates major multi-million-dollar investment, and that
involves substantial multi-level organisations such as state enterprises, small and
medium-sized enterprises and individual traders.

7

Having decided to accept both the economic importance of market-led industry and the
principle of customer choice, the Vietnamese government has encouraged tourism
ventures through a series of policies related to private and foreign tourism operator
engagement in tourism development over various government bodies and from within
communities (GOV, 2002, 2007, 2011). Consequently, the Vietnamese tourism
industry has shown very rapid growth over the past decade, with visitor arrivals
increasing from about 1.35 million in 1995 to more than 7.52 million in 2013 (VNAT,
2014). Tourism also generates many benefits related to foreign exchange earnings,
income generation, job creation and share of gross domestic product (GDP) (GOV,
2002, 2007, 2011; VNAT, 2012). The total contribution of the tourism industry in 2013
was VND 311,117 billion, which accounted for 9.6 per cent of GDP (WTTC, 2014).
There have also been proposals for the tourism industry to reinforce coordination and
collaboration of multiple sectors within the national economy, in an effort to alleviate
poverty under a framework of implementing the MDGs throughout Vietnam (GOV, 2003).
1.5.1.1. Sustainability and responsible tourism in Vietnam
With the rapid development of the tourism industry, tourism has become one of the
major sectors of the Vietnamese economy (VNAT, 2014). Not surprisingly, the tourism
industry in Vietnam is increasingly focusing on sustainability and has drawn much
attention from many scholars and practitioners throughout the country (GOV, 2002,
2007, 2011; Lam, 2002; Luong, 2007; Vu, 1997). As progress is being made in
environmental and tourism resource management, the Vietnamese tourism industry has
been faced with many challenges in meeting the needs of sustainable tourism
development (Lam, 2002).
An analysis of the content of the Vietnamese government strategy regarding the
tourism industry reveals a number of inherent contradictions in the government’s
ambitious goals for sustainable development and maximum economic gain. For
instance, despite its stated focus on sustainability, the Vietnamese government has set
high visitor arrival targets: by 2020, Vietnam aims to receive 10 million international
visitors, and to cater for 47 million domestic tourists (GOV, 2011). This contradiction
is further apparent in a government-centred approach to tourism development, as
detailed in government tourism strategy documents:
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To raise the awareness at all levels of the society about the position and role of
tourism; bringing benefit for peoples in terms of entertainment, recreation; increasing
social income, creating employment; raising the responsibility of protection,
embellishment, exploitation and utilization of tourism resources.

(GOV, 2002, p. 2)
In the report from which the above statement was taken, the term ‘exploit’ is used
seven times and is also frequently utilised in press releases from the Vietnam National
Administration of Tourism (VNAT). Arguably, it is impossible to exploit natural
resources and simultaneously adhere to principles of sustainability. Great concern has
been given to rapid tourism development, while little attention has been paid to the
awareness and adoption of ecologically friendly and socially responsible approaches by
stakeholders. This has resulted in environmental deterioration, and the development of
unsustainable tourism development practices in Vietnam (Lam, 2002).
Recently, the government of Vietnam has recognised those challenges, particularly the
overambitious goals of sustainability, and has highlighted alternative pathways. The
Strategy for Tourism Development in Vietnam outlines a vision for 2030 saying “It is
necessary that policies for sustainable development be implemented and incentives for
eco-tourism, ‘green tourism', community-based tourism and responsible tourism be
promulgated” (GOV, 2011, p. 58). The Strategy presents fundamental guidelines on
economic, social and environmental responsibility for significant features of tourism in
Vietnam, including policy-making, use of resources, product development, and
business operations and serving tourists (see Appendix D). In this respect, responsible
tourism is not seen as just another form of tourism – such as sun and beach holidays,
heritage tourism or community-based tourism – but is rather about the legacy of
tourism for the environment, the local people, and the local economies.
1.5.1.2. Understanding tourism planning and management practices in Vietnam
Over the past two decades, some strategies for sustainable development have been
integrated into Vietnamese economic policy reforms; environmental, institutional
development provides a vision from which the country has explicitly pursued
sustainable development. A considerable legal platform was established for all
stakeholders to implement sustainable development across the country (GOV, 2002,
2003, 2007, 2011). This platform was framed with a variety of tools and mechanisms
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for developing tourism, with due regard for attaining economic, socio-cultural and
environmental sustainability, and for protecting biodiversity through the Law on
Tourism, the Law on Environmental Protection, the National Master Plan for Tourism
Development 1995-2010, the National Tourism Action Program 2002-05, the National
2020 Tourism Development Strategy and other action plans (GOV, 2002, 2007, 2011;
VNAT, 2012).
In order to enhance effective state intervention, a number of designated tools and
schemes have been established. First, mandatory schemes – such as taxation, fee
collection and licensing – have been implemented throughout Vietnam’s tourism
industry. Second, a scheme with subsidy and consultancy components has been used
widely to support diverse stakeholders, particularly state-owned enterprises, to access
government loans. Third, a voluntary educational program scheme to encourage
environmental protection and capacity building in sustainable tourism has been
expanded nationwide with the support of NGOs (GOV, 2002, 2007, 2011; Lloyd,
2003). The legal platform already established continues to provide guidelines and
frameworks for tourism development in various regions of the country to stimulate the
tourism industry by attracting a large number of foreign investment projects.
To manage and monitor tourism growth in Vietnam, the Vietnamese government has
regularly revised development targets for the tourism industry to adopt and adapt as
guided by the National 2020 Tourism Development Strategy. However, the strategic
planning offers only a vague discourse on how the notion of sustainable tourism
development might be realised, with little guidance on environmental protection
management and socially responsible management. When the plan predominantly uses
a top-down approach, in which normative frameworks for promoting tourism
development are imperative, short-period economic benefits are prioritised over the
conservation of natural resources. For this reason, tourism development might continue
to degrade ecosystems instead of delivering socio-economic and cultural benefits (Lam,
2002). Of great concern are the negative social impacts such as criminal and anti-social
activities that have occurred due to a lack of understanding or ignorance of social
sustainability principles in state management (VNAT, 2012). Also problematic is the
effect of two main factors: the increasing commodification of traditions and rituals, and
the dilution of culture through the adoption of leisure preferences that do not align with
traditional familial and cultural values (Lam, 2002; Luong, 2007; Vu, 1997).
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The structure of Vietnamese institutional arrangements for the state management of
tourism can be divided into two nested layers (VNAI, 2008). The first is the national
administrative structure that encompasses government offices, ministries (e.g. the
Ministry of Culture, Sports and Tourism) and other national-level offices responsible
for administratively steering the implementation of all aspects of socio-economic
development, and for the execution of legal documents, nationally (see Appendix C).
The second comprises a local administrative sub-structure of 63 People’s Committees
at province or city, district and commune levels. Essentially, the People’s Committees
are law enforcement agencies at three levels, which are in line with 5-year tenure. The
Head of the People’s Committee is elected as the Chairman of People’s Committee,
who usually takes charge of the Deputy Secretary of the Communist Party of Vietnam.
The primary administrative role and responsibilities of the People’s Committees are
aligned with stipulating the Constitution of Vietnam and Law on Organisation of
People's Councils and People's Committees. Regarding the numbers of selected
members of the Committees, it varies from 3 to 11 members depending on different
levels (VNAI, 2008). Nominally, each position of the member is decided by a national
election. In essence, while the Provincial People's Committee comprises 9 to 11
members, including the chairman, deputy chairman, secretary and other members,
People's Committees at district level are organised from 7 to 9 members, including the
Chairman, Vice Chairman and 2-3 other members. Noticeably, Commune People's
Committee is the closest level of government to the people in Vietnam. The Commune
People's Committee manipulates commune-level administrative units, wards and
townships, including 3 to 5 members, such as the chairperson, two deputy chairmen
and members (usually being the military commander of the Executive Board and/or the
Head of the commune police). Needless to say in the second layer, Sectoral
Departments (e.g. Departments of Culture, Sports and Tourism) at these levels are
responsible for administrative processes to ensure that socio-economic activities are
developed as planned in the related geopolitical area (VNAI, 2008).
The complexity of rights and regulations of governmental agencies at each level creates
difficulties. Governmental agencies have different mandates and legal rights and
sometimes are constrained by specific regulations. Also, governmental agencies can be
designated as administrative management agencies, leading to further constraints.
These results derived from the fact that administrative management agencies consult
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the People’s Committees in the execution of formal regulations, while other functional
departments and all state enterprises assist the People’s Committees to implement and
deliver socio-economic activities and other services. It can be argued that Vietnamese
institutional arrangements for the tourism industry have generally been characterised by
a complex legal system comprising policies, laws and regulations that are issued by line
ministries, agencies and provincial governments. Such a system is inconsistent with the
dynamics of tourism development. This leads to a lack of efficiency and efficacy in
many existing laws and policies. There is also a lack of understanding and
acknowledgement of the principles governing tourism development. To this end,
critical to the development of the Vietnamese tourism industry is the establishment of
an effective collaboration mechanism between authorities and the various sectors of the
industry in relation to developing and managing policies and tourism plans, particularly
when enhancing the capacity of the community to act responsibly to meet its needs.
1.5.2. A case study of Nha Trang city, Khanh Hoa province, Vietnam
Nha Trang is designated as a metropolitan of Khanh Hoa province, on the south central
coast of Vietnam, 448 km north of Ho Chi Minh City. Despite its small area (about
252.61 square kilometres) and a population of 396,066 in 2011 (KHSO, 2013), Nha
Trang city has become the focal point distributing the volume of tourists to the central
highland of Vietnam. Nha Trang, the tourism hub of the sub-region central coast of
Vietnam, has paid much attention to boosting tourism as a key economic industry. This
has led to many development strategies, which have improved living standards for local
residents, and achieved more sustainable paths of growth and development (KHPC,
2007; GOV, 2002, 2011).
In March 2005, the Vietnam Ministry of Culture and Information (now the Ministry of
Culture, Sports and Tourism) classified Nha Trang as a National Landscape. Nha
Trang, which remains one of the top favourable destinations in Vietnam, has
spectacular landscapes such as Nha Trang Beach, Nha Trang Bay, Thap Ba Ponagar,
Vinpearl Land, and Hon Mun. Of particular interest is Nha Trang Beach: 507 square
kilometres; 19 large and small islands, from Hon Tre Island of 3,250 hectares, to Hon
Noc Island of about 4 hectares (KHSO, 2013). Nha Trang Beach, a long stretch of
curving white sand where the city embraces the blue sea, is listed on numerous
websites and travel brochures as being ‘one of the most beautiful beaches in the
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world’(KHPC, 2007). Nha Trang Bay is a unique area of bays and lagoons with
immense biological diversity (KHPC, 2007).

Figure 1.1. Map of Vietnam showing Khanh Hoa province, and
Location of Nha Trang within the province
Source: http://www.ima.com.vn
Acknowledging much potential for tourism development, the Nha Trang city
government has consistently promoted the strength of the city as a catalyst for
generating foreign exchange revenue and creating jobs, thereby contributing to poverty
reduction in Nha Trang. Over time, a number of strategies and action plans for tourism
development have been issued to institutionalise national socio-economic development
policies. Khanh Hoa tourism development provides a balance between the sustaining
growth of tourist arrival volume and increasing living conditions and social affairs
(KHPC, 2007; GOV, 2002, 2011). In this regard, tourism in Nha Trang city attracts
international and domestic tourists because of its many favourable conditions for social
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and economic development, its rich resource base, high level of biodiversity, strategic
location, infrastructure and amenities development, and its much-valued experiences in
tourism management. As a result, tourism occupies the most important role in the
economic structure of Khanh Hoa province as the tourism contribution accounted for
approximately 10% of Khanh Hoa GDP (KHSO, 2013). In particular, Nha Trang has
gained the total gross output for tourism and service activities, around 6,000 billion
VND, with 3.6 million visitor arrivals, including 857,000 foreign tourist arrivals to Nha
Trang (KHATA, 2014). From an alternative perspective, the volume of tourist arrivals
continues to increase, with the number of tourists in 2011 being two times higher than
in 2006. Without a doubt, there has been a significant change to the economy of Nha
Trang: economic growth is increasing rapidly, and the living standards have improved
through exploiting potential resources.
However, Nha Trang tourism continues to find that sustainability of marine resources
for tourism remains weak, while low values of products and services lead to low
efficiency, and risks of tourism development cause resource degradation (Lan et al.,
2013). This is partly due to a lack of effective strategy operation in response to
degraded marine resources. Significantly, this specific challenge to achieving
sustainable tourism development remains vital as actual outcomes of policy and
planning not only ensure the growth of tourism in Nha Trang, but also generate
enhancement of the quality of life of local stakeholders. There is a need for gauging
stakeholder perceptions of tourism development and its impacts, through in-depth
interviews and surveys, with diverse destination stakeholders, including tourists, local
residents and policy makers. Furthermore, it is necessary to investigate how the concept
of sustainability for tourism planning and destination management at Nha Trang can be
adopted and adapted in the study.
1.6. Contribution of the Research
For many years, sustainable development has been perceived as three pillars that form
the triple bottom line: economy, society, and the environment. At the Conference on
Sustainable Development in Rio de Janeiro, Brazil, the key milestone was to launch a
number of important new initiatives (Osborn, 2013). In recognition of global
challenges, this conference, themed ‘the future we want’, highlighted that people are at
the centre of sustainable development (UNCSD, 2012; Waligo et al., 2013). Since then
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the further theoretical development of the sustainability concept has occurred. Griggs et
al. (2013) argue that a more appropriate definition of responsible development is
“development that meets the needs of the present while safeguarding Earth’s lifesupport system, on which the welfare of current and future generations depends” (p.
306). While this definition is theoretically robust, there is a need for scholars and
practitioners to develop policies and measures that are not only theoretically sound but
also practically feasible (Liu, 2003). Without the development of effective means of
translating ideals into action, sustainable tourism runs the risk of remaining irrelevant
and inert as a feasible policy option for the real world of tourism development
(Sharpley & Telfer, 2014). In particular, there is still need to research ways of applying
the principles of sustainable development to mainstream tourism destinations.
Based on this trend, the effectiveness of implementing responsible development (and
tourism) may be best sought through adopting a people-centered approach (Goodwin,
2011). Using such an approach prioritises the social benefits, with the environment as
the life-supporting system in which economic activities are co-supportive of
development (Griggs et al., 2013). This represents a departure from previous models of
sustainable development. A people-centered approach to sustainable development also
demands more than intellectual acceptance: it must become embedded in belief and
values systems if there is to be integrity in how development is approached. From a
people-centred approach, the notion of building social capital through tourism is
important, and host community pride is intrinsically part of this approach. The
conceptualisation of a people-centred approach in tourism has the potential for
transformative capabilities.
The process of sponsored regeneration and tourism-related development which promote
more homogenised landscapes, as these consequently erode destination distinctiveness
and difference, also threatens landscapes of Nha Trang. Accordingly, several strategies
for socio-economic development in Khanh Hoa province, and plans for tourism
development in Nha Trang have been tabled. However, most of these plans focus
mainly on the exploitation of natural resources and on significant alteration of physical
landscapes with the construction of tourist facilities. This development orientation
poses challenges to sustainable tourism development in Nha Trang: the extent to which
host residents support tourism development, a sense of ownership, and participation in
the tourism decision-making processes. As a result, it is vital to adopt social leverage in
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destination planning and management based on a people-centred approach, where
economic gains might be realised, by becoming a positive by-product, rather than the
being driving impetus for tourism development.
The findings of this investigation will provide several theoretical and practical
contributions. From a theoretical perspective, this research will develop a model for
sustainable tourism development through a people-centred approach to destination
planning and management. At the same time, taking a people-centred approach, this
Ph.D. will contribute to the work on the dynamic, manifestly complex, and
interdependent relationship between tourism and sustainability.
In addition to the theoretical contributions, the findings of this study will provide
insights into the process of achieving wider public participation and collaborative
management, in order to facilitate sustainable tourism development in Vietnam in ways
that are both sustainable and responsible. Finally, this research, which sheds light on
the complex relationship between tourism and the well-being of local communities in
the context of a developing country such as Vietnam, will also enhance the
development of much-needed expertise in Vietnam’s tourism planning and
management.
1.7. Structure of the Thesis
This thesis is structured in five chapters.
Chapter One gives an overview of the research, beginning with the research
background, objectives and research questions, and the delimitations. The research
methodology, research setting, and contributions of the study are next introduced and
justified. Finally, the structure of the thesis and related definitions are provided.
Chapter Two reviews key theories involving sustainable tourism development, tourism
planning, and destination management. In so doing, the definition of the terms, as well
as previous studies referring to sustainable tourism development, tourism planning,
destination management, and governance, regarding the gaps in the previous research,
are described and addressed. Key issues relating to research questions are highlighted
from each perspective. Subsequently, the chapter includes a discussion on the use of a
people-centred approach to destination planning and management on the basis of its
inclusiveness and its effectiveness.
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Chapter Three presents the research methodology, providing a discussion of concurrent
mixed methods employed for the research. This chapter addresses triangulation of the
data, including semi-structured interviews, and survey. The chapter also presents
demographic profiles of the respondents via the mixed methods. While content analysis
is employed as a qualitative data analysis technique, exploratory factor analysis,
multiple regression, and paired T-test are utilised to interpret quantitative results. The
last section of the chapter indicates limitations of the methodology.
Chapter Four provides the findings and discussion as per the research questions in the
thesis. Based on a combination of quantitative and qualitative findings from key
stakeholders, including tourists, local residents, and governmental officials, three
functions (convergence, complementarity, and expansion) of mixed methods research
are conducted for discussion. According to several major contributions drawn from the
comparison between findings and literature, a model is developed and visualised to
explain how a people-centred approach can be adopted in the field of sustainable
tourism.
Chapter Five outlines the key findings and implications of the study, followed by the
limitations of the research and directions for future study. Finally, the conclusion of the
study is presented.
1.8. Definitions
Because of the important role of subject-appropriate terminology throughout this thesis,
this section provides definitions of key terms to clarify their meaning for the reader.
Community - a location or a collection of individuals with a common interest or tie to
share a task together: ‘It's in the sharing of that task that people do bigger things than
they knew they were capable of. Then there is really something to celebrate’ (Roddick,
2000, p. 55).
Pride refers to self-conscious emotion and belief that someone is competent and
positively perceived. Pride can be shaped by self-evaluation and the opinion of other
persons (Tracy & Robins, 2007).
Collaboration - ‘a mutually beneficial and well-defined relationship entered into by
two or more organisations to achieve common goals. This relationship includes a
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commitment to mutual relationships and goals; a jointly developed structure and shared
responsibility; mutual authority and accountability for success; and the sharing of
resources and rewards’ (Massettich, Murray-Close & Monsey, 2001, p. 4).
Collaborative governance - ‘a governing arrangement where one or more public
agencies directly engage non-state stakeholders in a collective decision-making process
that is formal, consensus-oriented, and deliberative and that aims to make or implement
public policy or manage public programs or assets.’ (Ansell & Gash, 2008, p. 544).
Social networks - ‘a metaphor for the complex interactions between people in the
community’ (Scott, Baggio & Cooper, 2008, p. 2).
Community attachment - the ‘extent and pattern of social participation and
integration into community life, and sentiment or affect toward the community’
(McCool & Martin, 1994, p.30).
Community involvement -‘the extent to which residents are involved in sharing issues
about their lives with their communities’ (Lee, 2013, p. 39).
Sense of community ‘is related to the relationship of the inhabitants to the community
and to the identity perceived and attributed to it is a key issue in studies on
communities; such studies broadly recognise four dimensions, namely, belonging,
influence, connectedness, and the satisfaction of needs’ (Arcidiacono & Procentese,
2005, p. 632).
Social capacity ‘can be defined as growth or development of each and all hierarchical
levels of human or social integration within a certain spatial range, shaped by
unilateral, multilateral and/or interdependent processes within an individual and
between individuals or groups of individuals’ (Mauerhofer, 2013, p.71).
Sustainable tourism development -‘tourism which leads to management of all
resources in such a way those economic, social and aesthetic needs can be filled while
maintaining cultural integrity, essential ecological processes, biological diversity and
life supporting systems’ (Shah, McHarry & Gardiner, 2002, p. 1). This term can be
used interchangeably with the term ‘sustainable tourism’; as this study aims to adopt a
broad definition.
Tourism stakeholder - individuals, groups or organisations with a shared interest in an
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issue or problem’ in relation to the tourism industry’ (Murphy & Murphy, 2004, p. 9)
Trust - ‘general beliefs and attitudes about the degree to which other people are likely
to be reliable, cooperative, or helpful in daily life contexts’ (Nunkoo & Smith, 2014, p. 1)
1.9. Chapter Summary
The first chapter introduced the research topic, through discussion of several key
points: background, objectives and research questions, research delimitation, research
methodology, research setting. Contributions of the study were then outlined and
justified. An outline of the overall thesis structure completes the chapter.
The following chapter will present a review of the literature and identify related issues
in this investigation.
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CHAPTER TWO. LITERATURE REVIEW

2.1. Introduction
This chapter provides an overview of current understandings and approaches to
sustainable tourism development. To address the research questions phrased in Chapter
One, this chapter identifies and discusses the relevant literature that relates to those
questions. The review of literature in this study is particularly focussed on two parent
theories involving sustainable tourism development, tourism planning, and destination
management. Figure 2.1 helps to explain the overall picture of the literature review of
this chapter.

Figure 2.1 Framework of literature review
The literature review begins with a broad overview of sustainable development in the
tourism destination context. This overview presents relevant literature from three
perspectives: (1) contributions of tourism, (2) the emergence of sustainable tourism
development, and (3) responsible tourism. Key issues relating to research questions are
highlighted from each perspective. In the second section of this chapter, current
understandings of tourism planning and destination management will be reviewed to
underpin a people-centred approach to destination planning and management. In the
course of discussion on this approach, three perspectives - a people-centred approach,
social exchange theory and building social capital - will be presented.
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2.2. Framing sustainability in tourism
2.2.1. The Contributions of Tourism
Tourism is strongly advocated as a tool for economic development by major
institutions such as the World Bank, the World Tourism Organization, and UNESCO,
as well as individual economic advisors (Goodwin, 2008; Lin & De Guzman, 2007;
Liu, 2003; Scheyvens, 2011a, 2011b; Sofield, 2004; WTO, 2002). It is primarily seen
as a form of foreign exchange, to help countries pay for their imports and repay their
foreign debt. Many countries have benefited from this rising demand through
developing vibrant tourism sectors that generate much-needed foreign currency for the
local economy. Thus, tourism can be a significant sector of a nation’s economy
(Adamou & Clerides, 2009). Because of the economic contributions that tourism can
potentially deliver, it is widely viewed as a mechanism to ‘help to eliminate the
widening economic gap between developed and developing countries and regions and
to ensure the steady acceleration of economic and social development, in particular in
developing countries’ (Sharpley & Telfer, 2014, p. 5).
Tourism is also seen as a vehicle to build social capital and enhance cultural
understanding through the interaction of visitors and host communities, and as a tool to
create awareness of environmental issues that drive sustainable environmental practices
(Moscardo, 2014). Sustainability is characterised by a range of social, economic, and
environmental elements, often referred to as the ‘triple bottom line’ of sustainability
(Elkington, 1997). The different strands of sustainability that make up the ‘triple
bottom line’ are all key dimensions and should not be isolated, as these different
elements are in fact interlinked, and the pursuit of one affects that of the others (Chiu,
2004; Tosics, 2004). This concept highlights the complexity of sustainability, yet the
dominant impetus for tourism development is characterised by a myopic focus on the
economic benefits that might potentially be realised.
Many general tourism textbooks cover the topic of economic impacts more than
adequately (Cooper, 2005; Holloway, 2002; Page & Connell, 2006; Sharpley & Telfer,
2008), and innumerable books and articles address it specifically (Wall & Mathieson,
2006; Hall, 2007a). While significant attention is also paid to social and environmental
benefits within the literature, in practice these elements are arguably the most difficult
issues in any agenda. This imbalance is further amplified in focus, as tourism is viewed
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in terms of economic growth, rather than of economic development.
Economic growth is defined as the increase in the value of goods and services produced
per person, or at an aggregate level, by an economy from one year to another
(Matarrita-Cascante, 2010; Tosun, Timothy & Öztürk, 2003). It is a quantifiable
measurement of gross domestic product, personal income, and levels of
industrialisation, usually calculated per capita (McMichael, 2011). There are significant
differences between economic growth and development. The former is represented by
job creation, increased incomes, and enhanced services. The latter is associated with
capacity building at the local level, allowing individuals the freedom to control their
own destiny (Wilkinson, 1991). Alternatively, development implies the process of
retaining, expanding, and attracting jobs, income and wealth in a manner that improves
both individual economic opportunities and the quality of human life (Shaffer, Deller &
Marcouiller, 2004). In practice, however, economic growth and economic development
are often mistakenly used interchangeably to represent a nation’s movement towards
increased economic production, modernization, and increases in quality of life for
citizens (Bhattacharyya, 2004).
Indeed, as a component of economic growth strategy, the priority of tourism
development is placed to generate more foreign exchange, to increase job creation, to
attract foreign investment, and to promote economic cooperation in the region as well
as around the world (Sharpley &Telfer, 2014). The success of a tourism policy has
largely been measured by many indicators in relation to growth in the number of tourist
arrivals and associated revenues and a percentage share of the total world tourism
market (Holden, 2005, 2008). Furthermore, economic distribution is expected to occur
in a ‘trickle-down’ fashion; it is considered to be a process of economic transition that
involves the structural transformation of an economy and the growth of the real output
of the economy over time. Nevertheless, such an approach often lacks efforts that
promote equity, poverty reduction, self-reliance, or environmentally responsible
practices (Matarrita-Cascante, 2010; Sharpley & Telfer, 2014), and compromises to
sustainability principles are most frequently observed in social and environmental
terms. To improve sustainability, there needs to be development-driven tourism in
order to achieve ‘economic health, the optimum satisfaction of guest requirements,
healthy culture, unspoilt nature/protection of resources, and perceived increased the
well-being of the local population’ (Matarrita-Cascante, 2010, p. 1142). More
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significantly, tourism development research aims to focus on the needs and
development aspirations of local people, rather than on protecting resources for the
value of the tourism industry (McCool & Moisey, 2001).
A commonly held belief is that the more benefits that the local economy receives
through economic growth, there is more chance of enhancing the quality of life of the
local community, including the poor, through employment and public welfare
(Sharpley & Telfer, 2014). Accordingly, a large number of governments in developing
countries have paid considerable interest in the expansion of the tourism sector, thereby
reducing poverty. Inspired by the vision, Pro-poor tourism has been placed to utilise
tourism as a tool for community development by generating net benefits for the poor,
and increasing multi-stakeholder support for the poverty reduction (Scheyvens, 2011a;
WTO, 2002). There are hopeful signs of tourism-based development, given that ProPoor tourism has a rising role in developing countries to address challenges of reducing
poverty. However, in spite of the focus applied to the economic contributions tourism
might make, the sector is frequently criticised for not fully realising its potential to
create linkages with the local economy, thereby failing to effectively combat poverty in
developing nations. The income generated by tourism may be dispersed unequally –
those excluded from the formal tourism economy may be unable to benefit from
tourism; the potential contribution of tourism schemes designed to reduce poverty
might not enhance the opportunities of the poor who are not formally employed within
the tourism sector (Bah & Goodwin, 2003). To fully appreciate why tourism fails to
deliver on its full potential, it is necessary to review the fundamental tenets of
sustainable development.
2.2.2. The emergence of sustainable tourism development
It has been long accepted that sustainable development is inarguable for tourism
development. ‘Sustainable development’ was first proposed in 1987, at the 58th UN
General Assembly, in response to the increasing concerns held towards environmental
issues. The term was defined as ‘… development that meets the needs of the present
without compromising the ability of future generations to meet their own needs’
(WCED, 1987, p. 47). The definition stressed both resource conservation and equity
elements for current and future generations, and it was adopted by many governments
as a broad policy platform (Mowforth & Munt, 2008). The development of the concept
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and practice of sustainability have developed far beyond this context. Poverty
alleviation and community development have entered into the central debate of
sustainable development (Hastings, Schmandt & Ward, 2000; WCED, 1987). In fact,
the popularisation of the term ‘sustainable development’ has moved the concept from
being merely ‘fashionable’ into full-scale institutionalisation in which there are few
policies today that do not champion sustainable development principles (Love, 1992;
Frazier, 1997).
Essentially, it is argued that the term ‘sustainability’ and ‘sustainable development’
represents a philosophical approach to development, referred to as the triple bottom
line, allegedly coined by Elkington (1997). The concept held much attention from
academics, policy makers, and practitioners, although the meanings attached to
sustainable tourism development varied considerably as a result of significantly
different perceptions of tourism and its role in society. There has been much effort to
develop the principles of sustainable development within the tourism industry. The
foundation of these principles of sustainable tourism is largely based on the concept of
sustainable development established when the United Nations Environment Programme
and World Tourism Organisation identified three pillars of sustainable tourism
development:
1. Economic sustainability. This dimension ensures viable, long-term economic
benefits to all stakeholders that are fairly distributed, including stable employment
and income‐earning opportunities and social services to host communities, and
contributing to poverty alleviation.
2. Environmental sustainability. The pillar makes optimal use of environmental
resources that constitute a key element in tourism development, maintaining
essential ecological processes and helping to conserve natural heritage and
biodiversity.
3. Socio-cultural sustainability. This dimension is aligned with respecting the
socio‐cultural authenticity of host communities, conserving their built and living
cultural heritage and traditional values, and contributing to inter‐cultural
understanding and tolerance.
(WTO, 2005, p. 11)
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Notably, the discussion around implications of sustainability is diverse. Aside from the
triple bottom line perspective to highlight and discuss social, economic and
environmental issues, Brinkerhoff and Goldsmith (1990) pointed out that the
institutional setting within which development policies are made, implemented, and
managed is also a critical component of sustainability. According to Brown (1998),
environmental protection, economic stability, social and cultural integrity are all
necessary for the development of policy interventions, but these interventions will not
amount to much without sustainable institutions. Research by Dwyer (2005) argued
that the triple bottom line is a planning and reporting mechanism and decision-making
framework used to achieve sustainable development in both private and public sector
organisations - it is as much an internal management tool as it is an external reporting
framework. Dresner (2002, 2008) observed that putting the principles of sustainable
development into practice and assessing their effectiveness has proven to be a difficult
task.
In brief, the early academic debate over sustainable development centred around two
primary schools of thought: one considered ‘sustainable development’ as a
contradiction in terms and on this basis unattainable, and the other maintained an
ideological position and advocated strongly for inclusion in all approaches to
development. The principal difficulty facing the operationalisation of sustainable
development is this long-recognised ambiguity and inherent contradictory nature of the
concept.
2.2.3. Responsible Tourism - A way of doing sustainable tourism development
As noted above, the concept of sustainable tourism remained at a theoretical level, and
it did not begin to be explored or developed in detail until the late 1980s with the rapid
spread of the concept of sustainable development (Lane, 2001). As a specialised
tourism organisation, the United Nations World Tourism Organisation (UNWTO) in
2004 addressed the notions of sustainable tourism. To embrace sustainable
development, sustainable tourism needs to be in line with the informed participation of
all relevant stakeholders, as well as having strong political leadership. The UNWTO
also recognised that achieving sustainable tourism is a continuous process and
requiring constant monitoring of impacts. Sustainable tourism should also maintain a
high level of tourist satisfaction (UNWTO, 2004).
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When operationalising sustainable tourism, many issues critical to the concept of
sustainable tourism development were deemed necessary to be taken into consideration.
Previous literature has shown that initial efforts to adopt sustainability within the
tourism sector saw a shift from mass tourism to alternative approaches to tourism
development; alternative tourism was seen as the means to achieve sustainable tourism
development (Liu, 2003; Lu & Nepal, 2009; Mason, 2011; Sharpley & Telfer, 2014;
Weaver, 1999). However, this position frequently failed to deliver sustainable
outcomes, and so tourism development (whether mass or alternative) has, in large part,
exploited the unique socio-cultural and physical environment of a given destination in
order to achieve maximum economic gain (Liu, 2003; Mason, 2011; Sharpley & Telfer,
2014). Negative social and environmental impacts experienced at destinations were
attributed solely to mass tourism (Lu & Nepal, 2009; Mason, 2011; Weaver, 1999).
Noticeably, the notion of balancing all goals in sustainable tourism was also thought to
be unrealistic, and, therefore, trade-offs in priorities became inevitable (Liu, 2003).
Many researchers have been devoted to making fundamental changes in understanding
of the sustainable tourism paradigm. Rather than being seen as two opposing states,
sustainable tourism and mass tourism were being viewed along a continuum in which
there was a ‘realm of compromise’ (Weaver & Lawton, 2000, p. 11). That is, mass
tourism by default need not be unsustainable, and not all alternative tourism is by
default sustainable. Indeed, tourism researchers like Butler (1999) and Wall (1997)
argued that even mass tourism can be sustainable, and ecotourism can be unsustainable.
This position was then replaced by the understanding that sustainable tourism is the
goal to be achieved, rather than a specific type of tourism product, and that
sustainability might be a practical concept even at a larger (mass tourism) scale. At the
same time, reviewing the principles of sustainable development and sustainable
tourism, Sharpley (2000) argued that tourism is product-oriented, and as a means of
development, tourism is steadily being embedded in modernisation theory which does
not comply with the tenets of sustainable development such as a holistic approach,
long-term, and equity. More importantly, the degree to which it delivers on sustainable
outcomes is dependent on the degree to which development departs from the principles
of sustainable development (Fayos-Sola et al., 2012; Gössling, 2009; Jafari et al., 2001;
Sharpley & Telfer, 2014; Weaver, 1999).
The most recent position is convergence which suggests that sustainable tourism is a
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goal which is consistent with all forms of tourism regardless of scale, and that a
combination of effective policy, planning and management decisions based on a sound
knowledge base is key to sustainable tourism development (Landorf, 2009; Sharpley &
Telfer, 2014). Given overlapping interpretations of several forms of tourism such as
sustainable tourism, ecotourism, fair-trade tourism, rural tourism, community-based
tourism, pro-poor tourism, discussion turned to responsible tourism in mid-1980s,
which is currently re-emerging as an important way of doing sustainable tourism
development (Bramwell et al., 2008; Frey & George, 2010; Goodwin, 2011; Macbeth,
2005; Moscardo & Murphy, 2014; Saarinen, 2013; Spenceley et al., 2002). In essence,
sense of ethical values has been adopted to change tourism stakeholders’ behaviours,
thereby promoting a more responsible form of tourism in practice (Bramwell et al.,
2008). With the growing acceptance of sustainable development within tourism
planning, there is also growing debate about the application and effective integration of
sustainability principles and practices within planning policies and processes including
tourism (Hall, 2007a). In this manner, there is recent evidence to suggest a need to push
past principles of sustainability, and adopt what is referred to as a ‘responsible’
approach to tourism development (Goodwin, 2011; Sharpley, 2015).
At the first International Conference on Responsible Tourism in Destinations, which
held in South Africa in 2002, the prescriptive definition proposed by the International
Centre for Responsible Tourism- ICRT, associated with responsible tourism features
are as follows:
•

Minimises negative environmental, social and cultural impacts,

•

Generates greater economic benefits for local people and enhances the wellbeing of host communities, by improving working conditions and access to the
industry,

•

Involves local people in decisions that affect their lives and life chances,

•

Makes positive contributions to the conservation of natural and cultural heritage
and the maintenance of the world’s diversity,

•

Provides more enjoyable experiences for tourists through more meaningful
connections with local people, and a greater understanding of local cultural and
environmental issues,

•

Is culturally sensitive and engenders respect between tourists and hosts and
builds local pride and confidence.
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Alternatively, according to the South African Department of Environmental Affairs and
Tourism (DEAT), responsible tourism is defined as tourism that provides
better holiday experiences for guests and good business opportunities for tourism
enterprises. Responsible tourism is also about enabling local communities to enjoy a
better quality of life through increased socio-economic benefits and improved natural
resource management (DEAT, 2002, p. 8).

Essentially, responsible tourism constitutes an integrated way of providing memorable
experiences for tourists through meaningful connections with local residents, which
will also bring the benefit of encouraging community engagement through generating
economic benefits for local residents, and monitoring the impacts of tourism
development and, above all, enhance the overall well-being of the host community
(Frey & George, 2010; Macbeth, 2005; Moscardo & Murphy, 2014; Spenceley et al.,
2002; Weeden, 2002). Goodwin (2011) argues that in order to achieve sustainable
outcomes it is essential to move beyond the principles of sustainability and adopt
principles of responsible development. There is a subtle but profound difference
between these two constructs, even though responsible development and sustainable
development share a common goal. The driving principles of each are the same –
environmental, social, and economic integrity. The major difference between the two is
that responsible development asks individuals, organisations, and businesses to take
moral responsibility for their actions and the subsequent impacts. More specifically,
Sharpley (2015) states that there is a need to take moral responsibility for informing
ethical consumption, by convincing all stakeholders to act ethically.
Because of different contexts, different ethics may dominate making what constitutes
an ethical relationship (Sharpley, 2015). It is argued that the definition of responsible
tourism remains daunting work due to its evolution over time. However, three key
components of responsibility were identified as stipulation for policy-makers and
practitioners on pursuing responsible development goals as follows (Sharpley, 2015):
•

Accountability for their actions and behaviours;

•

Capability/capacity to act proactively and independently;

•

Being responsive to current and future needs.

After reviewing the previous literature, and with their own research, George and Frey
(2010, p. 622) highlighted the most common features of responsible tourism
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management at a destination:
•

Develop a competitive advantage;

•

Assess, monitor and disclose impacts of tourism development;

•

Ensure involvement of communities and the establishment of meaningful
economic linkages;

•

Encourage natural, economic, social and cultural diversity;

•

Promote the sustainable use of local resources.

Additionally, Farmaki and colleagues (2014) indicate that socially and environmentally
responsible tourism extends beyond the management of nature resources by addressing
ethical values of tourism businesses, rather than seeking to minimise the negative effect
of the high volume of visitors to the destination. Vital to the practice of sustainable
tourism development is an ethical approach where responsible tourism focusses on the
accountability of businesses (Spenceley, 2008). Much research has considered helping
corporate social responsibility (CSR) has offered the private sector a pattern to
meaningfully engage with tourism experiences and services in most destinations
worldwide (Chettiparamb & Kokkranikal, 2012). The implementation of CSR remains
contested (Farmaki et al., 2014; Sharpley, 2000; Spenceley et al., 2002) when the
number of questions raised is aligned with who should make the moral, and political
choices, and legitimate choices (Bramwell et al., 2008). As a result, the responsible
tourism discourse highlights the need for collective actions in tourism planning and
management, namely new modes of governance shaping effective public– private
partnership (Farmaki et al., 2014; Saarinen, 2013).
In summary, the concept of responsible tourism as an academic theme as well as
industry practice has increased, along with a trajectory of enhancement of well-being or
quality of life through moving beyond profit maximisation, and including social and
environmental objectives in tourism strategies (Farmaki et al., 2014; Frey & George,
2010). However, there are two latent constructs within this definition of responsible
tourism that demand further attention. First is the notion that ethical consumption of
tourism products and services nests within an experience-based economy. Second is
that for tourism experiences to be meaningful there is an implicit suggestion that there
is an authenticity of visitor–host community interactions. The following section briefly
explains the emergence of an experience-based economy and the relationship it holds
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with authentic visitor experiences.
2.2.3.1 Authentic visitor experiences
Tourism has been widely considered to be an important component in the experiencebased economy. One major challenge lies in how tourist industries provide a wide
range of tourist services to meet and support the variation of tourist market demand.
Critically, tourist services and products must offer memorable tourist experiences.
Accordingly, the study of experiences has long been a significant part of tourism
research in general and of sustainable tourism development in particular (Richards,
2012).
Recently, there has been a shift away from tourists merely visiting monuments and
sights, towards ‘consuming the way of life of the areas visited… [to collect]… new
knowledge and experiences’ (Richards, 2001, p. 7). In other words, this shift to culture
as an event is an increasingly important attraction for tourists in post-industrial
capitalism (Jack & Phipps, 2005). In this regard, the visitors accept paying for the
added values of experiences beyond the standard services (Bianchi, 2002). Therefore,
given a shift from the former service economy towards an experience economy, a
logical progression of economic values has occurred from commodities to goods, then
to services, and now to experiences (Pine & Gilmore, 1998, 1999).
Additionally, Pine and Gilmore (1998, 1999) argued that while goods are tangible, and
services are intangible, experiences are memorable. Tourist satisfaction is graded by
studying how tourists evaluate their experiences at a destination via many attractive
attributes that affect their experience (Mannell & Iso-Ahola, 1987; Tung & Ritchie,
2011; Otto & Richie, 1996). It seems that the higher the quality of service as rated by
customers, the more pleasure they feel (Kouthouris & Alexandris, 2005). Although
some empirical research has indicated contradictory results of a reciprocal relationship
between perceived service quality and customer satisfaction (González, Comesaña &
Brea, 2007; Kouthouris & Alexandris, 2005), there is no denying that service quality
has a direct effect on customer satisfaction; in turn, customer satisfaction directly
affects service quality (Caruana, 2002; Cronin & Taylor, 1992; Ekinci, Riley & Chen,
2001; Ekinci, 2004). The popular SERVQUAL instrument developed by Parasuraman,
Zeithaml and Berry (1985) aims to measure five key dimensions: reliability, tangibles,
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responsiveness, assurance, and empathy. These SEQUAL dimensions can be applied to
measure tourist satisfaction in different contexts (Chand, 2010; Kouthouris &
Alexandris, 2005). Although the tourist destination is recognised as a slippery concept
due to various components of tourism amenities and services such as accommodation,
transportation, catering, entertainment, landscape, scenery, sea, lakes, socio-cultural
surroundings, and atmosphere (Hu & Ritchie, 1993; Leiper, 2004; Lew, 1987), the use
of the SERVQUAL model to evaluate the destination attributes by tourist perception is
significant for destination planners in developing countries such as India, Thailand,
China and others (Chand, 2010; Kouthouris & Alexandris, 2005).
More recent discussion of consumer experiences has paid much attention to the
consumer–producer relationship. Specifically, Prahalad and Ramaswamy (2004)
asserted that producers are aware of the crucial role of the customer in the production
process, to improve their capabilities in respond to consumer expectations. The cocreation process is inherent to the ‘second generation’ of experiences, in which
producers and consumers work closely to innovate, design and provides experiences
(Richards, 2012, p. 16). When it comes to the tourism industry, visiting is recognised as
an act of simultaneous consumption and production, since the tourism experiences are
being co-created, and is founded on the search for authentic host–guest interaction
(Jack & Phipps, 2005; Uysal, Perdue & Sirgy, 2012). There are significant implications
in the delivery of authentic visitor experiences when the process of ‘co-creation’ can be
extended to local communities as well as tourists allowing them also to have more
positive life experiences and greater opportunities for self-development (Richards,
2012). At the same time, tourists can learn something about and their indigenous
communities of sustainable living.
Tourists display a fascination with other people’s real lives. In response to their quests
for ‘real’ or ‘whole’ relations with local residents, services providers have concentred
on providing authentic experiences that tourists no longer find in their daily lives (Jack
& Phipps, 2005). MacCannell (1999) noted that the key motivation for travel lies in a
quest for authenticity. The more alienated people are from modern society, the greater
the desire that drives them in this quest for authenticity. Tourism should reﬂects these
needs of tourists, because they are seeking something outside their everyday
environment. Authenticity in tourism has been widely researched, from philosophical
and theoretical discussions of the concept to the application of authenticity to case
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studies in cultural and heritage tourism (e.g. Brown, 2012; Heitmann, 2011; Holloway,
2002). However, MacCannell (1973) has already suggested that the concept of staged
authenticity needed further discussion in relation to the experiences of a tourist
searching for authenticity. According to Holloway (2002), staged authenticity is likely
to distort culture and art styles while changing both the way crafts and rituals are
produced, and the meanings attached to them. Brown (2012) argues that staged
authenticity leads to degradation of the quality of artistic work; as a result, artists fail to
meet tourist demands.
More recently, there has been a growing concern about the commodification of culture
(Brown, 2012). Being a major force for commodification, tourism is coupled with the
creation of cultural manifestations specifically for tourist consumption (Cohen, 1988).
Weaver and Oppermann (2000) point out that it is necessary to perceive authenticity
clearly: Who shapes authenticity? What do tourists experience? Often, this is staged
authenticity. This notion is supported by the argument that tourists demand authentic
experiences in a short time and a limited space. A common scenario is for local
performances to be staged so that they appear as realistic as possible (Ramchander,
2004).
In the emergence of these ‘third generation’ experiences (Richards, 2012), much
emphasis of research has been paid to extend the co-creation of visitor experiences to
communities through authentic host–guest interaction (Beesley, 2005; Della-Lucia &
Martini, 2012; Heitmann, 2011). As an experiential activity, authentic host–guest
interactions are not limited to encounters with service providers, but can be extended to
include experiencing the lifestyle of the host community itself (Beesley, 2005). In this
light, the most memorable visitor experiences actively engage visitors and create strong
connections with the external environment (Kim, Ritchie & McCormick, 2012). In
turn, authentic experiences are likely not only to match the visitor’s interests and values
but also to provide opportunities for personal growth (Della Lucia & Martini, 2012).
Within an experience-based economy, there is growing concern for providing symbolic
and intangible experiences, rather than just experiences from physical goods and easily
reproduced services (Richards, 2012). Thus, sense of place is essential to both the
visitors and the host, and tourism planners because it represents what is unique about
the place and what is worth developing and preserving (Walsh et al., 2001). Increasing
attention is directed towards the development of networks of value creation through
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collective forms (Richards, 2012). Interestingly, local communities play a signiﬁcant
role in creating the tourist experience, and they should, therefore, hold a dynamic role
in shaping authenticity (Heitmann, 2011).
The development of visitor experiences over those ‘generations’ reached a critical turn
that began to encompass the experiences of all actors in the agenda of sustainable
tourism development. For example, Goodwin’s proposal in 2011 that tourism
development should be approached from a people-centred perspective; in 2012,
Richards identified that these three stages of a paradigm shift. Now, to maintain
authentic host–visitor relations, it is necessary to approach tourism development
responsibly.
2.2.3.2. Quality of life of local residents
According to Andereck and Nyaupane (2011), quality of life (QOL) is an elusive
concept that engenders the one’s satisfaction with life and feelings of contentment with
one’s experience in the world (Allen et al., 1988), has become an extensively discussed
topic in tourism literature for thirty years. The complexity of QOL concepts derives
from not only the subjective experiences of individuals but also the integration of the
many aspects of individuals’ lives and relating environments (Andereck & Nyaupane,
2011). In essence, assessment of local residents’ quality of life is based on impacts of
exogenous factors that are perceived by individuals to evaluate degree of various
dimensions of the well-being of community, such as a sense of material well-being, a
sense of community well-being, and a sense of emotional well-being (Kim, Uysal &
Sirgy, 2013; Moscardo et al., 2013; Uysal et al., 2012). The literature of QOL included
a variety of measurement tools developed by diverse individuals and organisations
(Andereck & Nyaupane, 2011; Crouch & Ritchie, 2012; Diener & Suh, 1997).
The degree of QOL can be measured in a range from national, regional, and local levels
to positive and negative impacts (Sirgy et al., 1995; Sirgy et al., 2000). A plethora of
studies investigate the impacts of tourism development and its related effects on
resident perceptions and feelings towards tourism development in three dominant
categories: firstly, the economic effects relating to income, job opportunities, tax, and
inflation; secondly, the socio-cultural effects consisting of crime, crowding, destination
image, pride and heritage, and the improvement of cultural facilities; and thirdly, the
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environmental effects such as pollution, wildlife destruction, and improvement of local
infrastructure (Andereck & Jurowski 2006; Choi & Murray, 2010; Dyer et al., 2007;
Jurowski, 1994; Ko & Stewart, 2002; Marcouiller, 1997; Nunkoo & Ramkissoon,
2011; Oviedo-García, Castellano-Verdugo, & Martín-Ruiz, 2008). Many communities
experience tourism development through positive impacts perceived by local residents,
such as residents’ standards of living (McCool & Martin, 1994; Long et al., 1990); the
creation of revenue for public sectors (Haralambopoulos & Pizam, 1996); the creation
of employment opportunities (Gilbert & Clark, 1997; Johnson et al., 1994; Liu & Var,
1987); the improved recreational facilities and amenities (Brunt & Courtney, 1999;
Long et al., 1990); and the enhanced cultural exchange opportunities (Gilbert & Clark,
1997).
However, tourism development is identified with negative impacts on residents’ QOL
(Ap & Crompton, 1993; Inskeep, 1991; McCool & Martin, 1994; Tooman, 1997)
through increasing transportation problems (Lindberg & Johnson, 1997; McCool &
Martin, 1994; Perdue et al., 1990); deterioration in social and physical environments
(Jurowski & Gursoy, 2004); inflation, high cost of living (Liu & Var, 1986); losing
community identity and local culture (Rosenow & Pulsipher, 1979); disruption to
society’s values, beliefs and cultural practices (Lankford, 1994); and increases in the
use of alcohol and drugs, crime rates (Cohen, 1988; King et al., 1991; Tosun, 2002).
Importantly, some scholars highlight that QOL is associated with a sense of
achievement, pleasure, belonging, and a sense of fulfilment with one’s life experiences,
sometimes shared culturally through time and space (Dasgupta & Majumdar, 2000;
Kim et al., 2013). Kim and colleagues (2013) argue that if local residents are willing to
preserve their own cultural heritage within tourism development, community pride
about cultural heritage can be reinforced and enhanced, leading to positively
inﬂuencing residents’ sense of emotional well-being. It is noted that resident
satisfaction with speciﬁc life domains, such as emotions, and safety, has not received
much attention in the literature. Additionally, the concept of community attachment,
consisting of two constructs, community dependence and community identity needs
further investigation in order to assess the value of community surroundings, and to
identify the role of local residents to be included in tourism development (Lee, 2013;
Murphy, 1985; Moore & Graefe, 1994; Warzecha & Lim, 2001).
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Undoubtedly, the study of resident QOL on the community level has contributed to
tourism development (Kim et al., 2013; Woo, Kim & Uysal, 2015). The relationship
between tourism and community development should result in tourism development
that is in line with the long-term enhancement of the local population’s living standard
(Timothy, 2012). In turn, if their QOL is ensured, local residents are more likely to
support tourism development, leading to the sustainability of the tourism industry is to
be framed in the long term (Andereck & Vogt, 2000; Andereck & Jurowski, 2006;
Timothy, 2012). Moreover, host community acknowledged earlier as a critical element
for genuine visitor experience, occupies a dynamic role in attracting tourists and
making their visits memorable, thereby gaining benefits to enhance their quality of life
or well-being while maintaining their ethical integrity (Carbone, 2005; Uysal et al.,
2012). Hence, how to increase the QOL of the host community should be a priority in
the research of tourism development (McCool & Martin, 1994).
Quality of life measurement has been viewed as a dominant device to examine
community support for sustainable tourism, different levels of tourism development
and different types of tourists, based on tourism impacts perceived by local residents;
however, few researchers have studied the impact of tourism development on residents’
QOL (Andereck & Nyaupane, 2011; Andereck & Vogt, 2000; Andereck & Jurowski,
2006; Costanza et al., 2007; Kim et al., 2013; Moscardo et al., 2013). Noticeably, some
have developed community quality of life models to explain residents’ community
living (Andereck & Nyaupane, 2011; Kim et al., 2013; Sirgy & Cornwell, 2001; Sirgy
et al., 2000). Significantly, Andereck and Nyaupane (2011) have proposed a model
measuring the perceived impact of tourism on community QOL in relation to resident
satisfaction, resident perceptions of the importance of community aspects, and the
extent to which these community aspects are affected by tourism. Andereck and
Nyaupane (2011) also suggest that future research requires testing and refining
measurement in different communities in order to provide a comprehensive
understanding of the way of tourism influencing QOL in a community.
In general, the concept of quality of life is broadly and socially embedded in both
objective and subjective factors (Flora, 2004; Uysal et al., 2012; Moscardo et al.,
2013). Objective well-being studies relied heavily on a combination of social,
economic, environmental, cultural, health and political conditions identified by
individuals and their communities to embrace and fulfil their potential (Flora, 2004;
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Moscardo et al., 2013; Uysal et al., 2012). Subjective studies associated with overall
life satisfaction, are sourced from both positive and negative perceptions, and feelings,
consider how well local residents may or may not react to changes (Diener & Suh,
1997; Yang & Li, 2012). More critically, Crouch and Ritchie (2012) argue that it is
imperative for going beyond visitor experience to move toward ensuring successful
QOL for residents. Moreover, this addresses the challenges which are inherent in
merging authentic visitor experience realisation with resident’s QOL goals. Arguably,
three of the attributes that might be utilised in the measurement of the well-being of
local residents are a sense of connectedness, liveability, and equitable community.
2.3. A People-centred Approach to Destination Planning and Management
2.3.1. Conceptualisation of a people-centred approach
By the 1970s, a people-centred approach was described as a proactive commitment to
serve the needs of people, thereby supporting human development (Korten, 1984).
Proponents of the ‘people-centered development’ concept have emphasised the human
growth for all stakeholders, equitable distribution of economic gains, and long-term
ecological sustainability as key concerns of its development strategy (Brown, 1985;
Korten, 1984). Korten (1984) also argued that this strategy of development goes
beyond strategies of production-centered development through the adoption of selfregulation and interactive social learning. Critical to this strategy are having people at
the core of the political and socio-economic analyses, rather than as secondary concerns.
Recent theoretical arguments suggest that responsible development demands a peoplecentred approach (Goodwin, 2011; UNCSD, 2012; Waligo et al., 2013). Such approach
is seen to provide a new platform to keep up with the global trend and strategic
perspective normally offered by the evolution of sustainable development (Goodwin,
2011; Reid, 2003). Indeed, for many years, sustainable development has been thought
of as three pillars that form the triple bottom line: economy, society, and the
environment. At the Conference on Sustainable Development in June 2012 in Rio de
Janeiro, Brazil (“Rio+20”), the key milestone was set with the launch of a number of
important new initiatives to be brought to fruition in the years ahead (Osborn, 2013). It
was highlighted that people are at the centre of sustainable development at the
conference themed ‘the future we want’ in recognition of the greatest global challenge
(UNCSD, 2012; Waligo et al., 2013). In line with this, Griggs et al., (2013) argue for a
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more appropriate definition of responsible development, rather than just revising an
old-fashioned paradigm. Further, they suggest that development should meet ‘the needs
of the present while safeguarding Earth’s life-support system on which the welfare of
current and future generations depends’ (p. 306). This means all policy, planning and
management activities place benefits in social terms first and foremost. With the
environment (our planet) as a life support system, economic benefits become a positive
by-product when the factors above are co-supportive (Griggs et al., 2013). Thus,
economic growth can no longer be viewed as a panacea to cure all that ails the planet.
This notion represents a radical departure from the way that the world currently thinks.
This notion has yet to be applied, and yet to be considered in terms of tourism development.
Consistent with the adoption of responsible tourism, the approach in this study
proposes putting people at the centre of sustainable tourism development. The key
goals of a people-centred approach include providing better holiday experiences for
guests, and enhancing better quality of life of host communities through improved
tourism planning and destination management (Goodwin, 2011; Rakodi & LloydJones, 2002; Spenceley et al., 2002). Any process in which communities engage must
be embedded in appropriate belief and value systems, and must involve the inspired
socio-cultural viability of the host community, leading to a sense of community pride.
This approach also indicates that well-being research must focus on the outcomes and
processes of such an approach for both current and future generations. Also, this
approach demands not only a practice of shared ethical responsibility among the
stakeholders but also an increase in social capital through individual and collective
actions. Above all, the challenge is to work towards attaining a better quality of life,
whereby economic resilience and environmental responsibility are also realised but
occur as a positive by-product of responsible tourism development rather than as the
impetus for it.
Establishing networks of governance is essential in a people-centred approach to ensure
that community participation and collective action are meaningfully involved in the
tourism industry. Basically, the concept of networks of governance is derived from the
collaborative planning literature, in which planning process is commonly regarded as a
number of steps, often difficult decision making, conflict of interests and power
imbalances (Bramwell, 2006; Dredge, 2006; Hall & Jenkins, 1995). The notion of
community participation carries with it an inherent recognition that the problems and
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issues facing the tourism industry cannot be easily resolved with a single body. To
achieve a better quality of life of host communities, diverse stakeholders from the
public, private, and non-profit sectors must overcome conflicting interests and work
together to ensure everyone benefits from the tourism development process (Bramwell
& Lane, 2011; Dredge, 2006). This means the shift toward networks of governance has
not only placed increasing attention on networks and collaboration but also highlighted
the role of collective actions in policy making (Dredge, 2006; Hall & Jenkins, 1995).
Hence, there is a need for networks of governance or/and collective action among and
between multi-stakeholders in relation to how to shape the identification of issues,
resources sharing regarding planning and management of tourism development.
Establishing networks of governance also highlights a degree of accountability to those
who are directly impacted by tourism development.
The focus of a people-centred approach is to develop social capital. In the context of
tourism, this is linked to the pride of the host community (Goodwin, 2011; Macbeth et
al., 2004; McKercher & Ho, 2012; Misener & Mason, 2006; Moscardo, 2012).
Typically, community pride is an abstract element of the community, referring not only
to social cohesion and connectedness among people who live in the same place, but
also to a sense of celebration shared by residents and ‘the Other’ (Campelo, Aitken, &
Gnoth, 2011; Chalip, 2006). Furthermore, community pride is evaluated as an asset, as
it can contribute to the creation of social capital and can enhance the community’s
ability to mobilise people to respond to problems of public concern in ways that benefit
the group as a whole. Such an outcome results in greater social connectedness and
cohesiveness (Healy, Hampshire & Ayres, 2004; Wallis, Killerby & Dollery, 2004).
Vital to fostering local pride is the convergence of the host community; visitors are
mediated by local attractions that have a dual role to play at the same time. It is
important that authentic host–guest interaction becomes fundamental in the build-up of
pride of communities (Ballesteros & Ramírez, 2007).
In summary, the utilisation of a people-centred approach provides a powerful tool,
through fostering social capital, to achieve responsible tourism development where
economic gains are realised but become a positive by-product rather than being the sole
impetus for tourism development. The adoption of a people-centred approach extends
beyond the management of natural resources and impacts by tourism when the focus is
on the ethical behaviour of individuals, groups and organisations with regard to host
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environments and societies. All tourism products, along with the service providers,
tourists and local residents, have the capacity to co-create and co-build the social
capital of local communities, thereby enhancing their well-being.
2.3.1.1. Social exchange theory
As a social phenomenon, tourism necessitates social interaction between tourists and
residents, and between tourists and the tourism industry (Cohen, 1979; Liu, 1986;
Marsh & Henshall, 1987). Sociological frameworks explore topics through the patterns
and influences of the social exchange of benefits for both residents and tourists, and the
social factors affecting tourism demand (Cohen, 1979; Deery, Jago & Fredline, 2012;
Ratz, 2000; Sharpley, 2008; Verbeek & Mommaas, 2008). The literature has
emphasised resident perceptions and attitudes about their community prosperity and
connectedness, and how such perceptions influence their support for tourism
development (Andereck & Nyaupane, 2011; Andereck & Vogt, 2000; Andereck &
Jurowski, 2006; Costanza et al., 2007; Kim et al., 2013; Moscardo et al., 2013).
The impacts of tourism development and their effect on resident perceptions and
attitudes toward tourism development are used to examine the relationship between
tourism and community development (Andereck, 1994; Andereck & Jurowski, 2006;
Choi & Murray, 2010; Doxey, 1975; Dyer et al., 2007; Jurowski, 1994; Ko & Stewart,
2002; Marcouiller, 1997; Nunkoo & Ramkissoon, 2011; Oviedo-García, CastellanoVerdugo, & Martín-Ruiz, 2008; Rátz, 2000; Sharpley, 2008). More specifically, to
analyse host–guest interaction and relationships in context of tourism, Doxey (1975)
suggested an irritation index or ‘irridex’ model to understand the escalating irritation of
local people when the degree of tourism impacts is changed, for example, with the
fluctuation of the volume of visitors, the length of visit, and the distance between host
and guest. Doxey’s irridex framework consists of four steps (1) euphoria, (2) apathy,
(3) irritation, and (4) antagonism. This model offers useful insight into the expected
attitudes of local residents when they are sharing their local resources with visiting
tourists (Doxey, 1975).
Rátz (2000) identified that the socio-cultural characteristics of the host community are
largely influenced by the economic, political, technological, social, cultural and natural
aspects of their wider environment (see Fig 2.2). The degree to which socio-cultural
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impacts influence or are experienced by host communities may depend on a number of
factors, including the number and type of tourists, the nature of tourism development in
the area, the pace of tourism growth, and the socio-economic and cultural conditions of
the host society (Ratz, 2000). In order to understand the complexity of the social
interactions in tourism development, Sharpley (2008) outlines five critical perspectives
that have emerged in tourism in the literature: (1) socio-economic impacts, (2) tourists
and their motivations; (3) attitudes and perceptions; (4) tourist–host relationship; and
(5) the structure of the tourism system.

Figure 2.2 Tourism’s socio-cultural impacts within the framework of wider social change
Source: Ratz (2000, p. 38)
Generally speaking, a number of studies have captured the fundamental benefits and
drawbacks perceived by residents as being economic, social, cultural, political and
environmental (Ap & Crompton, 1993; Allen et al., 1988; Brougham & Butler, 1981;
Christensen, 1994; Dogan, 1989; Jurowski et al., 1997; King et al., 1993; Lankford &
Howard, 1994; Lee, 2013; Liu & Var, 1986; McCool & Martin, 1994; Pearce et al.,
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1996; Tooman, 1997; Tosun, 2002). However, reactions of the local community to the
impacts of tourism take various forms. Whilst several studies indicated that residents
perceived the social and cultural impacts of tourism development negatively (Jurowski,
Uysal & Williams, 1997; Perdue et al., 1990; Tosun, 2002), some scholars argue that
local residents are in favour of tourism development, seeing it as the development
generating various social and cultural benefits to the community (Besculides et al.,
2002; Gursoy & Rutherford, 2004). Noticeably, the strong parameter of positive
attitudes toward tourism frequently lies in net economic gain (Lindberg & Johnson,
1997), thereby not only impacting on individual attitudes toward tourism but also
influencing a whole community’s willingness to embrace opportunities of the tourism
industry (Ward & Berno, 2011). From this perspective, Pham and Kalsom (2011)
argued that the residents of developing countries will perceive greater economic
benefits from tourism, leading to displaying favourable attitudes toward tourists.
Moreover, the extent of resident perceptions of and attitudes towards tourism can be
influenced by various social and economic factors such as community attachment,
duration of residence in an area, and economic dependency on tourism (Lee, 2013).
As far as demand for more resident-responsive tourism is concerned, the debate on
tourism development is centred on ‘how benefits to the destination can be maximised at
the local level and this is one of the main principles of sustainable tourism
development’ (Rocharungsat, 2008, p. 61). As a result, if communities do not have
sufficient understanding of how the tourism industry functions or how to attract tourists
and manage them, they are unlikely to benefit (Fredline & Faulkner, 2000). The
exchange of perceived social and economic benefits to local residents is a product of
the involvement and relationships with tourist and other stakeholders, leading to
enhancement of competitiveness of tourist destinations (Crouch & Ritchie, 2012).
There is sufﬁcient evidence to support the use of social exchange theory to understand
the impacts of tourism development (Ap, 1992; Choi & Murray, 2010; Choi &
Sirakaya, 2005; Jurowski & Gursoy, 2004; Nunkoo & Ramkissoon, 2010; Perdue et al.,
1990; Ward & Berno, 2011). Social exchange theory postulates that all individuals are
willing to take part in exchanges whenever there is a convergence of three
preconditions: (1) during an exchange, rewards must be created; (2) these rewards are
valued; and (3) perceived costs do not exceed perceived rewards (Ap, 1992). Social
exchange theory can be applied in various fields to understand the exchange of
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resources, whether material, social, or psychological in nature, between individuals and
groups in an interaction situation (Ap, 1992). For social exchange in tourism, these
preconditions suggest that local residents will engage in an exchange with tourists if
both host residents and tourists can reap some benefit without incurring unacceptable
costs (Ward & Berno, 2011). In other words, those residents who consider the
outcomes of tourism to be personally valuable rewards, and those who believe that the
costs do not exceed the benefits, will favour the exchange and support for tourism
development (King, Pizam & Milman, 1993). Consequently, local residents are likely
to accept the exchange and are supportive of tourism development in their community.
In Vietnam, the research undertaken by Pham and Kalsom (2011) considered resident
perceptions of the positive impacts of tourism in terms of socio-demographic
characteristics. Specifically, Pham and Kalsom (2011) revealed that residents of a
community-based tourism project at Cuc Phuong National Park perceived positive
impacts of tourism, regardless of whether they were economic, socio-cultural, or
environmental. However, empirical findings indicated a need for further study in
relation to local resident perceptions of tourism in different geographical areas within
Vietnam. More importantly, the result suggests the need for future research on
Vietnamese residents’ perceptions of tourism impacts in conjunction with existing
policy frameworks, destination development plans, and community participation in
destinations that are committed to mass tourism.
Indeed, central to social exchange theory is that trust and power are considered
important to social relations in order for people to reap the rewards of social exchanges
(Blau, 1964; Emerson, 1962). From an economic tourism perspective, the aim of social
exchange theory is to investigate the inter-relationships between the perceptions of
costs and benefits, and their positive and negative impacts of tourism development. For
individual attitudes towards the tourism industry, this theory explains how the level of
support would be influenced by an evaluation of resulting outcomes in the community
(Haley et al., 2005). It may be the case that social exchange theory explains the
relationship between resident perceptions and tourism development, which relies on a
trade-off between the benefits and costs perceived by residents. As such, individuals
will engage in exchanges if the resulting rewards are valued, and the exchange will
consequently be supportive of development efforts (Lee, 2013). Again, a great deal of
research surrounding tourism development is focussed on costs and benefits in
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economic terms. Consequently, this study emphasises social or cultural benefits and
their impacts (Deery, Jago & Fredline, 2012).
Much debate among social scientists is whether needs to be powerful to be trusted or
whether power drives out of trust (Cook, Hardin & Levi, 2005). Thus, there is a need
for more empirical research on the relationship between power and trust, due to the lack
of investigation in the broader social science literature, including that of tourism
(PerOla et al., 2010). In addition, it is necessary to explore the dynamics of power and
trust in the context of community support for tourism, thereby enabling stakeholders in
the exchange to reconcile social relations towards mutually desired outcomes
throughout tourism development process (Nunkoo & Ramkissoon, 2011b). Yet in
exploring the dynamics of power and trust, the application of social exchange theory
has been criticized for oversimplifying to conclude community support for tourism
(Ward & Berno, 2011). Furthermore, Miller (2002) suggests that the theory is flawed as
it reduces human interaction to a purely rational linear process underpinned by
economic theory. Social exchange theory also fails to acknowledge the affective
response experience by individuals who feel either joy, from the rewards obtained
through positive social exchanges, or injustice through negative exchanges (Homans,
1961). More recent approaches have extended social exchange theory from collections
of dyadic exchange network to social exchange networks that are seen as systems (or
networks) of generalised exchange collections of dyadic ones. For example, at a
community level, a social exchange network represents a system of generalised or
multilateral social exchanges rather than a mere collection of isolated dyadic or
bilateral exchanges (Zafirovski, 2005).
Significantly, in extending social exchange theory, Chalip (2006) has developed the
concept of social leverage as it might be applied to major sporting events that engender
increased tourism, and Beesley (2009) argues that the same concept can be applied to
tourism in a broader sense. Social leverage refers to strategically planned activities that
foster social interaction and that prompt a heightened feeling of community through
social opportunities among visitors and host communities. Chalip (2006) argues that
major events create a sense of celebration in a community that can be shared between
visitors and residents. This ‘celebration’ creates more than just a ‘sense of place’, but
also a heightened feeling of community. This heightened sense of community is
referred to as ‘communitas’, where social rules and social distinctions seem less
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important, and are sometimes suspended altogether. These social exchanges can take
place informally, or in settings designed to facilitate social exchange. The resulting
narratives, symbols, meanings, and affect can then be used as levers to promote the
unique visitor experience that can be obtained at that destination (Beesley, 2005a,
2009). Social leverage builds social capital (Chalip, 2006). Increasing evidence shows
that social cohesion is critical for societies to prosper economically and for
development to be sustainable. Social capital is the glue that holds societies together
(World Bank, 1999). From this systems approach to social exchange, the concept of
social leverage is appropriate to be used within a people-centred approach to tourism
development.
2.3.1.2. Building social capital
Emerging in the late 1980s, social capital now is commonly viewed as a multifaceted
and complex concept in many fields of social studies (Cento, Bull & Jones, 2006; Doh,
2014; Mauerhofer, 2013). A variety of deﬁnitions for social capital can be seen in
Table 2.1, such as Bourdieu (1986), Putnam (1997), and World Bank (2010); however,
current overview of the available definitions of social capital has reflected a lack of
uniformity and theoretical rigor (Lin, 2001; Portes & Landolt, 2000). Although the
following table only shows some representative attempts to describe the content of
social capital in the varied literature, it can be argued that resources, networks and/or
social relations are vital aspects of social capital. The notion that social capital is the
resources available to and accessed by an individual or community through social
networks is a reasonable starting point for investigating the nature of social capital
(Nahapiet & Ghoshal, 1998; Woolcock, 2001).
Table 2.1. An overview of definitions of social capital
Author(s)
Bourdieu (1986, p. 249)
Coleman (1988)

Bourdieu and Wacquant
(1992, p. 119)

Definitions of Social Capital
‘The profits which accrue from membership in a group are the basis of the
solidarity which makes them possible.'
People’s ability to work voluntarily together.

‘Social capital is the aggregate of the actual or potential resources which are
linked to possession of a durable network of more or less institutionalized
relationships of mutual acquaintance and recognition...’
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Grootaert (1998)

In a range of social sciences, social capital basically describes the set of norms,
the roles of networks, and organizations that enable people to access to power
and resources through policy formulation.

Putnam (1997) (cited after ‘features of social life – networks, norms, and trust – that facilitate
cooperations and coordination for mutual benefit.'
Sobel 2002, p. 146)

OECD (1998: 9) (cited after ‘the knowledge, skills, competences and other attributes embodied in
individuals that are relevant to economic activity.’
Schuller, 2001, p. 3)
Dyllink and Hockerts
(2002)

They describe re are two types of social capital: human capital and societal
capital.

Phillips (2002, p. 134)

Social capital is ‘regarded as a resource that people use to achieve certain
ends.'

Sobel, 2002 (following
Bourdieu, 1986)

Ostrom and Ahn (2009,
p.20)

World Bank (2010)

Societal capital, on the other hand, includes the quality of public services, such
as a good educational system, infrastructure or a culture supportive of
entrepreneurship
Social capital describes circumstances in which individual can use
membership in groups and networks to secure benefits

…Multiple forms of social capital….Three types are particularly important in
the study of collective action: (1) trustworthiness, (2) networks and (3)
formal and informal rules or institutions.
…We view social capital as an attribute of individuals and of their
relationships that enhance their ability to solve collective‐action problems. …
Social capital refers to the norms and networks that enable collective
action.

Source: Adapted from Mauerhofer (2010; 2013)

In terms of the benefits and costs of social capital, the literature on social capital tends
to give an overview of its advantages extracted from social relationships. Coleman
(1990) lists some benefits that follow social capital. Firstly, social capital facilitates
two-way communication. Secondly, social capital is able to influence individuals in
making critical decisions within institutions. Thirdly, social capital can provide social
solidarity through reinforcing an individual’s identity or the social relationships within
an organisation. Above all, social capital reinforces the cumulative effects on an
individual’s trust within a community and can transfer trust from one social setting to
another (Putnam, 1993). In this light, social capital is not only conceived as the value of
an individual’s social relationships but is also considered as a quality of groups and of
whole communities (Burt, 2004; Everett & Borgatti, 1999). Social relationships are
transformed in communities; the relationships are likely not only to support increased
social inclusion but also to strengthen social capital among and between social groups
(Rakodi & Lloyd-Jones, 2002). Understanding multiple effects of social capital on
community engagement and empowerment is essential for developing strategies,
thereby enhancing community capacity that consequently leads to sustainable
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development (Misener & Mason, 2006). However, there has the potential to create or
sustain significant disadvantages of communities due to negative consequences of
social capital development, including the exclusion of outsiders, excess claims on
group members, restrictions on individual freedoms, and downward levelling norms
(Adger, 2003; Portes & Landolt, 2000).
Many debates surrounding units of analysis, using social capital appear in the literature
about whether social capital has been treated as a cause factor or a consequence
(Coleman, 1988; Nahapiet & Ghoshal, 1998; Sandefur, Laumann & Heinz, 1999).
Regarding units of analysis, there are two distinctions to identify characteristic of social
capital. Firstly, from an individual level perspective, effects of social capital are
recognised through virtue of individual’s ties with others (Putnam, 1993). Secondly,
from the community or regional level perspective, benefits of social capital are realised
based on building social engagement, public participation and trust (Burt, 2004).
It is evident that various purposes of operationalisation of social capital lead to
broadening intellectual thoughts in sociology and political science, social work, and
economics (Burt, 2004; Everett & Borgatti, 1999; Putnam, 1995; Woolcock, 2001). To
combat community‘s poverty, while economics tends to seek the optimum of economic
systems through bridging of social capital, sociologists are likely to address bonding of
social capital in order to explore, explain social phenomena, and take advantages of
new opportunities to solve problems which have arisen (Adger, 2003; Woolcock,
2001). Bridging social capital refers to processes by which the development of social
norms, networks, and trust through social interaction links various segments of the
community and contributes to ties that are external to a community (Putnam, 1995).
Conversely, bonding social capital involves the norms, networks, and trust making up
of ties that are internal to a group (Putnam, 1995). Whereas bonding social capital tends
to rely on friendship and kinship, bridging social capital is based on weaker bonds of
trust and reciprocity. According to Adger (2003), bridging social capital has a positive
impact on society and organisation or communities as a result of both the rules of
enforcement and sanction of informal collective actions, while bonding social capital is
likely to have a negative impact on wider society, such as extremist religious groups
and criminal gangs. Woolcock (2001) noted that the concept of linking social capital
should not be ignored in practice as referring to vertical connections between different
social strata that enable individuals to gain access to other resources. More importantly,
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Woolcock (2001) claims social capital facilitates the connection between individuals
and those social networks through collective actions. Arguably, this view focuses on
the function of social structure at the community level in relation to support collective
actions, rather than at the individual level. In this regard, social capital in this research
as a concept on the notion that the investment is made to enable the mobilisation of
support as well as a resource that allows individuals, groups, and states to obtain useful
information, skills or knowledge thanks to close relationships with outsiders or insiders
of a community. This argument is based on an explanation of the aspects and contexts
of relationships that make individuals or groups of people exchange or share their
values.

It

is

noteworthy

that

social

capital

should

be

used

as

both

explanatory/independent and dependent variables. In other words, regarding the issue
of measurement, social capital needs to be considered as both a cause factor and
consequence.
Given that tourism is viewed as a tool to help build social capital, much work has paid
attention to the importance of increasing social capital as an adaptive mechanism
(Andereck & Nyaupane, 2010; Macbeth et al., 2004; Misener & Mason, 2006;
Moscardo et al., 2013; Putnam, 2002).

Through host - guest interaction, special

exhibits for tourists create a space for both communities and tourists to share
information and values, and to learn from each other (Moscardo, 2012). Social capital
is built with tourists supporting communities to sustain their participation by delivering
memorable tourist experience (Misener & Mason, 2006). As long as the community has
higher levels of social capital, the people living in the community are likely to derive
more pleasure and be healthier. In the context of developing countries, empirical
findings indicate that without other assets in hand, local residents rely only on their
relationships, their networks to survive, and their support of each other (Rakodi &
Lloyd-Jones, 2002). Therefore, the development of social capital is related to the
improvement of community well-being (Putnam, 2002). In other words, local residents’
QOL is directly engaged with the social capital of their community (Moscardo et al.,
2013). As a result, quality of life can be an indicator for assessing community
resilience, and sustainable community development (Andereck & Nyaupane, 2010;
Moscardo, 2012; Macbeth et al., 2004).
Recently, social capital has been investigated to explain why and how local people
involve themselves in tourism development and respond effectively to pressures from
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the tourism industry and government (Moscardo, 2012; Macbeth et al., 2004). This is
derived from perceived inequities leading to much controversy and local conflict
between stakeholders and local people in tourism development. The key points are
consistent with identifying a degree of conflict among diverse interest groups, thereby
issuing possible strategies to reduce different concerns and tensions across
communities (Davis & Morais, 2004; Gursoy & Rutherford, 2004; Ioannides, 1995;
Markwick, 2000; Reid, Mair & George, 2004). To address the conflict, all stakeholders,
particularly local residents, need firstly to develop their skills in decision-making and
policies. This leads to accessing more information as well as attaining more chances of
making decisions which are frequently discussed in the various fields such as politics,
and tourism. The more local residents are able to hold a background for radically social
transformation, the more transparency of informational power is undertaken to share
knowledge and mobilise ‘the consensus-oriented decision making’ (Go, Trunfio &
Lucia, 2013, p. 105). Secondly, it is important for social capital to be increased through
public participation within government processes that integrate and stimulate social
learning (Chase, Schusler & Decker, 2000; Jordan, Vogt, Kruger & Grewe, 2013;
Marzuki & Hay, 2013; Timothy, 1999, 2000; Timothy & Tosun, 2003; Saufi, O'Brien
& Wilkins, 2014; Phillips, 2002). Accordingly, the political action of local residents
can be in line with their accumulated knowledge. In turn, this helps build social capital
through fostering more collaboration and public participation in tourism (Beaumont &
Dredge, 2010; Moscardo et al., 2013). Importantly, participatory development
initiatives are often used to help build social capital within a community (Rakodi &
Lloyd-Jones, 2002). The aim of building social capital is broadly consistent with social
capacity strengthening – that is, to develop the knowledge and skills, need to organise
in communities in order to increase their access to resources (Phillips, 2002). This can
be achieved through the community capability of providing an effectively collaborative
network between local resident and government (Hall, 1999).
In tourism management, social capital is vital to the participatory and social learning
processes that help individuals and organisations manage their economic growth in a
sustainable way (Phillips, 2002). Social capital can play an important role in achieving
sustainable and equitable solutions to natural resource management (Pretty & Ward,
2001). Moreover, social capital has been considered one of the most important factors
for the high quality of public management needed in today’s network society (Knack,
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2002; Rothstein & Stolle, 2008), The holistic paradigm is based on a shift of policy
networks from government to governance, which results from negotiation, cooperation,
participation, and persuasion of actors in civil society (Beaumont & Dredge, 2010;
Cento Bull & Jones, 2006). Much of the emphasis within government programmes has
been given to building social capital through empowering local people (Moscardo,
2012; Moscardo et al., 2013; Tosun, 2006). This empowerment of local people has
become an important end in its right, and a means of obtaining accountable government
(Beaumont & Dredge, 2010; Jordan et al., 2013). Needless to say, associated with the
shift towards governance is the re-emergence of the concept of civil society, along with
the belief that accountable and responsible government can be achieved by
strengthening civil society (Dredge et al., 2010; Go, Trunfio & Lucia, 2013;
UNESCAP, 2009).
In summary, by understanding social capital, and how it is created, a suitable approach
towards sustainability can be developed through community-inspired tourism. Quality
of life is found to be related to social capital, plays an important role in resident lives
and tourist experiences. If a people-centred approach is applied to tourism
management, social leverage can be used to foster sustainability outcomes and
processes. In such an approach, economic gains can become a positive by-product,
rather than the impetus for tourism development. Knowledge gaps identified in the
literature relate to mass tourism and current understanding of ways that host-guest
relationships might be facilitated to increase social capital. The relationship between
management strategies in the destination and the community capability also needs more
attention. In this sense, it is necessary to investigate further relationships that link
public participation, power relations, and building social capital. The study of building
social capital, which has gained a great deal of currency in discussions on tourism
planning and destination management in a governance paradigm, will be discussed in
the next sections.
2.3.2. Current Approaches to Destination Planning and Management
2.3.2.1. Overview of Destination Planning and Management
Research in the domain of destinations is a relatively recent phenomenon and, for the
most part, remains in its early stages (Jenkins, Dredge & Taplin, 2011). The first
studies were concerned with the conceptualization of destinations and the implications
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of this for the use of resources (Gunn, 1972). In the early 1980s and 1990s, Butler
(1980) and others generated a catalyst for two decades of research into the
conceptualisation of tourism and destination planning (Russell, 2006; Weaver &
Lawton, 2000). Without a doubt, destination planning becomes a vital tool for tourism
destination development.
Indeed, the ‘tourist area (destination) life-cycle’ (TALC) model proposed by Butler
(1980) explains the dynamic nature of destinations through the generalised process of
development and potential decline (Butler, 2011). In essence, tourism progresses
through a recognisable 4-stage cycle of evolution: (1) exploration, (2) development, (3)
stagnation, and (4) decline (Butler, 1980, 2004). This evolution is caused by a variety
of factors, including changes in preferences and needs of visitors, the potential decline
and possible replacement of physical plant and facilities, and the change of the original
natural and cultural attractions. The findings from testing the TALC model have proven
to be a useful organising framework for interpreting destination development and their
radical implication for future planning and management (Faulkner, 2003). Importantly,
in destination planning, the carrying capacity can be used to manage a destination in
terms of economic, social-cultural and environmental measures. However, criticisms of
the model’s failure and alternative approaches are found in the literature (Bianchi,
Cooper & Lockwood, 1994; Choy, 1992; Prideaux, 2000; Russell, 2006). For instance,
the model could not be applied to all destinations (Choy, 1992). However, the model
has additional problems, as it ignores the role of the individual traits of the entrepreneur
in the evolution of resort development (Russell, 2006). Despite the critique, TALC
allows an examination of the changes a tourism destination undergoes in relation to the
evolution of its environment; there is no ‘one size fits all’ approach that can be applied
to all destinations from a unique case (Formica & Uysal, 1996).
As for destination planning, planning is defined as ‘a process, based on research and
evaluation, which seeks to optimise the potential contribution of tourism to human
welfare and environmental quality’ (Getz, 1987, p.3). Destination planning itself is not
a specific profession; neither is it an activity which could be carried out by a single
organisation or department (Davidson & Maitland, 1997). Not only does it involve the
numbers of tourists and their economic returns; it also attempts to achieve development
goals (Tosun & Timothy, 2001). As suggested by Tosun and Timothy (2001),
destination planning needs to concentrate on key destination components, including
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physical environmental factors, socio-economic factors, cultural factors, political
factors, status quo of tourism attractions.

Tourism activities can impact either

positively or negatively on the destination and host community as well as on other
economic activities at the destination. Hence, there is a need for an in-depth
understanding of tourism impacts in destination planning (Davidson & Maitland,
1997).
In addition, destination planning is a complex and multifaceted system, taking place at
different geographical levels and involving different interest groups (private and
public) that interact to shape the planning and development of the tourism industry
(Archer, Cooper & Ruhanen, 2005). Destination planning and policy are closely related
(Hall, 2008). Dye (1992) stated quite simply that planning ‘is whatever governments
choose to do or not to do’ (p. 2); however, this fails to take into account the importance
of community participation in destination planning. As stated by Jamieson (2003) and
Mara (2000), destination planning is viewed as a systematic process of gathering
information about the environment, clarifying the organisation’s future directions,
providing a sound basis for decision making, and improving performance and
specifying the roles and responsibilities of the different stakeholders in the organisation
management, particularly in terms of sustainable tourism as a tool for eliminating
poverty. In a study by McCool and Guthrie (2001), a framework introduced that is
considered important for effective planning in complex situations. The attributes and
conditions are identified to foster learning and effective engagement across
government, business and community stakeholders throughout the year-long processes
such as:

writing a plan; implementing it; social learning; interest representation;

relationship building; creating responsibility, and gaining social and political
acceptability.
Tourism planning is perceived as essential for sustainable tourism development. The
literature of tourism planning has been coupled with different traditions of
sustainability. To frame sustainability in tourism, Jafari (1989, 2001) proposed four
platforms of sustainable tourism: the advocacy platform, the cautionary platform, the
adaptancy platform, and the knowledge-based platform. These platforms have been
received considerable research attention, towards recapturing various approaches to
sustainability in tourism planning (Moscardo & Murphy, 2014; Weaver, 2006).
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The advocacy platform is aligned to the earlier stage of tourism development in the
tourism area life cycle, which regards tourism as a tool to increase visitation with the
motto ‘the more tourists the better tourism’ (Getz, 1987). This platform, coupled with a
boosterism approach of tourism planning, promotes economic gain through the
utilisation of available natural and cultural resources (Getz, 1987). Many destinations
have reached the targeted high volume of visitors. It is evident that the generation of
foreign exchange earnings and the creation of employment are the priority of tourism
planning (Sharpley & Telfer, 2008). In this regard, Getz (1987) proposed an economic
approach to tourism planning where tourism is considered as a tool to foster economic
growth: that is, the emphasis of destination planning is given to economic goals, rather
than to environmental goals. However, along with the growing recognition of negative
tourism impacts, tourism development continued inequality of benefits distribution.
Hence, the cautionary platform was proposed when this stage asserts that continued
laissez-faire tourism development without any remedies results in an economic,
environmental and socio-cultural decline of destination (Jafari, 1989, 2001; Weaver,
2006). Consistent with Butler’s (1980) life cycle model, advocacy and cautionary
platforms consider conventional mass tourism as an unsustainable phenomenon. In
doing so, positive and negative impacts on communities are associated with the growth
paradigm of tourism, namely mass tourism (Weaver, 2006). The focus of tourism
planning in on how positive impacts could be maximised in parallel, negative impacts
are mitigated on communities (Hall, 2008).

The adaptancy platform, unlike the cautionary platform, was developed to emphasise
alternative forms of tourism (Dernoi, 1981; Jafari, 1989, 2001; Singh, Theuns & Go,
1989). As with the third platform, there were many attempts to polarise tourism
products since tourism scholars considered new, good, green products as a substitution
to conventional mass tourism (Singh et al., 1989; Wheeler, 1992). Accordingly, the
main task of tourism planning appears to be conceptualising new products of tourism.
Gunn (1988) identified tourism product planning as a multidimensional activity that
requires integration in order to provide benefits for the destination. This adaptancy
articulation of tourism planning integration is based on the economic, social, political,
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psychological, anthropological, technological and other elements needed for tourism
sustainability and success. At the same time, the adoption of the third platform in
tourism planning is consistent with a critical adjustment of the market-led approach to
address the negative impacts caused by conventional tourism (Inskeep, 1991; Gunn,
1988). Inskeep (1991) offered an alternative approach to tourism planning, outlining a
combination of formal and functional elements known as ‘comprehensive planning’.
The literature identified community participation as an essential part of tourism
planning (Gunn, 1988; Haywood, 1988; Jamal & Getz, 1995; Murphy, 1985; Reed,
1997, Reid, 2003; Simmon, 1994; Timothy, 1999). As a result, a community-based
approach to tourism planning was proposed that would focus on community
involvement in planning and management of the negative impacts of tourism (Getz,
1987; Murphy, 1985). In this light, the participatory approach is critical for mobilising
support of local communities towards the success of long-term tourism planning (Reed,
1997, Reid, 2003). This leads to a radical shift from a top-down approach to a bottomup approach to tourism planning (Murphy, 1985; Reed, 1997, Reid, 2003; Timothy, 1999).

The last stage is the knowledge-based platform, was born out of the contradictions
associated with earlier three platforms (Jafari, 1989, 2001). The construct of sustainable
tourism embodies the concept of the knowledge-based platform and is its central theme
(Weaver, 2006). Jafari (2001) identifies that the emergence of each platform is the sum
of socially constructed knowledge, and coexists within the contemporary global
tourism sector. Research is currently concerned with the issue of how to integrate all
updated knowledge into the form of tourism planning and management (Dredge &
Jamal, 2015). The underpinning goals focus on the equal distribution of economic gain
and on minimising the negative impacts of tourism on the community within the
destination area. Due to the complexity and nature of the tourism system, components
of tourism planning are drawn from different disciplines and have to be incorporated
and managed to operationalise them effectively for the benefits of the destinations and
their residents (Dredge & Jamal, 2015). Additionally, Sofield (2004) argues that unless
an integrated community development approach is carefully planned, the goals of
tourism development, such as poverty alleviation, environmental regeneration and the
empowerment of local communities, which are frequently cited as the means to
engender support for tourism in developing countries, are just an illusion. In short, the
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knowledge-based platform provides support for all stakeholders to manage and plan
growth and development, thereby enhancing rather than detracting from the local
values and quality of life of communities. The more information and deeper
understanding there is about the interests of all those involved, allowing for discussion
or exploring new ideas, the better the decisions that can be made by all stakeholders.

For more comprehensive destination management, Faulkner (2003) added a ‘whole of
destination’ approach to these earlier approaches. In order to integrate tourism into the
existing system, Faulkner (2003) emphasised the importance of community
involvement in tourism planning, arguing that principles of sustainability in relation to
the socio-cultural, physical and economic environments of destination communities
will be more likely through learning organisation activities. Faulkner (2003) also
indicated that in sustainable tourism development, no single individual or interest group
can be capable of acting in isolation from the others. This is partly because the
complexity and dynamics of tourism destinations are associated with the scale and
capability of stakeholders. Stakeholders such as public sector, non-government
organisation, business sector, local residents, and tourists often pursue their own
interests and behave in accordance with their views (Byrd, 2007; Byrd, Bosley &
Dronberger, 2009). It is not uncommon that disputes and clashes among stakeholders
are often derived from unsolved issues in relation to allocating resources and the
distribution of power and benefits (Jamal & Getz, 1995). Such disputes need to be
eased by sharing the vision or compromising, strengthening the capabilities through
social learning in the organisation. Some stakeholders have the capabilities that enable
them to respond more quickly and effectively than others can. A gap in the knowledge
and experience of various stakeholders can be narrowed through extending their social
learning. As shown in Figure 2.3, Faulkner (2003) observes that collaboration between
stakeholders and community participation are central to destination management.
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Figure 2.3. A Framework for strategic destination management
Source: Faulkner (2003, p. 503)
2.3.2.2. Collaborative approach towards effective stakeholder engagement
Collaboration in destination planning leads to greater coordination of stakeholder
endeavours in decision-making (Getz & Jamal, 1994; Timothy & Tosun, 2003). If
decisions are reached collaboratively, then high-quality, more durable outcomes are
easier to implement and more efficient and effective management of available
resources can be obtained (Jamal & Getz, 1995; Reed, 2000). The outcomes avoid the
cost of resolving adversarial conflicts among stakeholders in the long term for a better
quality of tourist products and services (Byrd et al., 2009; Davis & Morais, 2004).
Bramwell and Sharman (1999) suggest that collaborative processes often create
advantages for the legitimacy of decision making and for balancing power relations
through collective learning and consensus building. In line with this argument, a
collaborative work can be fostered by shared learning in the organisation, improving
the vision of the future, and responsive communication among multiple stakeholders
(Faulkner, 2003). A shift is needed from the destination marketing orientation that has
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dominated the approach to destination planning and development (Faulkner, 2003). The
‘whole of destination’ approach is important in tourism management when the goals of
sustainability are prioritised in tourism destinations.
In the tourism literature, more attention to collaborative and participatory approaches to
tourism planning has been drawn to reinforcing the effective engagement of multiple
stakeholders with an interest in tourism planning and policy-making (Bramwell, 2004;
Bramwell & Lane, 2000; Bramwell & Sharman, 1999; Wray, 2011). Collaborative
planning for a destination is aligned with involving face-to-face dialogues among
concerned and potential stakeholders, including private sectors and local residents. In
this regard, these dialogues promote shared vision and consensus building about
tourism goals and objectives of sustainable development (Bramwell, 2004; Bramwell &
Lane, 2000; Bramwell & Sharman, 1999; Dredge & Pforr, 2008; Healey, 2005; Jamal
& Getz, 1999). Increasing collaboration and improving public participation in decisionmaking processes have become prerequisites for successful sustainable development
(Bramwell & Sharman, 1999; Jamal & Getz, 1999). In order to achieve sustainability,
in the context of a developing country, four normative approaches to collaborative
tourism planning are identified: (1) intra-governmental agencies; (2) different levels of
government; (3) same-level politics across state borders; and (4) private-sector services
(Timothy, 1998). However, there is little attention to the role that individuals or groups
can bring to the process, or to the importance of broader power relations in which
individuals operate (Reed, 2000; Burn, 2004). Hence, the need for wider participation
and social transformation, in the formulation and evaluation of policies, has been put
forward in order to mobilise the efforts of each to enhance the destination’s
competitiveness and the community’s well-being.
In response to this demand, Burns (2004) introduced another approach to tourism
planning and management, which he called the ‘third way’. By elaborating the flaws of
conventional approaches to planning (Inskeep, 1991) in relation to the failure of social
inclusion, Burns (2004) highlights that a growing recognition of human development
through activating civil society in which individuals and the state plan common goals
and achieve equal distribution of benefits. Accordingly, the achievement of tourism
growth needs to be utilised, as the entry point for social mobilisation within host
communities and planning must be guided by a systems approach (Mair & Reid, 2007).
The ‘third way’ refers to a framework of thinking and policymaking that seeks to adapt
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social democracy to the world which has changed fundamentally over the past two or
three decades. It is noted that this attempt is to surpass ‘both old-style social democracy
and neo-liberalism’ (Giddens, 1998, p. 26). Burns (2004) asserts that the third way
aims to establish appropriate social institutions facilitating the connection and
cooperation of tourism development for the benefits and satisfaction of the larger
stakeholder groups. Cooperative efforts are required, not only from different private
and public interest groups, but also from the challenges of the role of the nation-state
and transnational institutional arrangement, in order to deal with social complexities
such as divergence of style. Such efforts should cater for the interests of a full range of
stakeholders in communities, regarding equity in the distribution of benefits.
According to Hall (1999), coordinated efforts between the tourism stakeholders are
both very complex, in the sense of the varied interests of each stakeholder, very
different from country to country, depending on the level of organisational and
institutional developments and democratisation. Burns (2004) asserted that the thirdway approach entails a certain degree of commitment to the democracy processes in
which globalisation, as well as personal and civic transformations, are both recognised
and acknowledged. Additionally, Hall (1999) suggested that from a network paradigm
perspective, the emphasis on coordination, collaboration and partnership in tourism
literature provides many insights into tourism planning and destination management. In
a coordinative network, the focus is on the integration of activities, with formal groups
or institutional arrangements to provide efficient administration and legitimacy of
policy. The establishment of the coordinative network is viewed as a step beyond
cooperative networks in which network members prefer informal trade-offs based on
the form of reciprocity. However, a common vision of sustainability is sometimes not
articulated as the autonomy of the individual. Therefore, collaborative networks are
created to respond to a failure of coordinative modes of operating. Collaborative
networks are appropriate when participants are working on the complex ‘meta
problems’ of sustainability. In this situation, participants realise they can no longer be
independent to resolve certain problems. These participants become interdependent
organisations trying to make changes to the existing system, for instance, as with the
radical application of ecosystem management in the US and Canada in early 1990s
(Hall, 1999). At the same time, high levels of trust and dense relationships are more
likely to be established among participants, thereby ensuring an effective collaboration
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approach to tourism planning and policy.
Collaborative approaches involving a wide set of grounded ideas of governance from
the stakeholder is now a common feature of destination management governance
(Bramwell & Lane, 2000). Governance has been broadly considered as a significant
perspective in the tourism public policy and planning literature (Beaumont & Dredge,
2010; Dredge & Jenkins, 2007; Dredge & Pforr, 2008; Göymen, 2000; Hall, 2004;
Hall, 2011; Wesley & Pforr, 2010). The importance of governance as a framework for
understanding sustainable tourism development has also been well documented
(Dredge et al., 2010; Dredge & Whitford, 2011; Hall, 2011; Go et al., 2013; Moscardo,
et al., 2011; Scott, Cooper & Baggio, 2008). Dredge et al. (2010) argue that governance
should be a tool ‘to improve tourism planning and management and to address
increasing concerns over the lack of democratic participation and consultation in
decision-making’ (p. 5). Additionally, Wan (2013) notes that, with improved
governance, greater achievement in planning can be accumulated – from knowledge to
implementation perspectives.
Effective and robust governance for sustainability outcomes lies in appropriate
institutions, and in decision-making rules that allow the public, private and community
sectors to work together to achieve a collective goal (Bramwell & Lane, 2011; Healey,
1997). Additionally, the study of governance can elucidate who has the greatest
governing power in the power relations and how actors gain their power (Wan, 2012).
Governance is associated with making changes that blur the boundaries between the
public and private sectors, through a critical shift in the public sector from direct
service provision to an ‘enabler’ function. These changes have led to the growing
emergence of complex networks of agencies and partnerships (Goodwin, 1998;
Rhodes, 1996). It is vital to establish interactive governance systems in which the
public - private partnership is engaged in closer collaboration (Kooiman et al., 2008).
Recent studies propose ‘embedded governance’ as an interactive governance system in
which community-embedded actors establish the critical mass needed for effective
decision making aimed at sustainable development (Fayos-Sola et al., 2012). Making
destinations progress toward sustainable development has required appropriate
governance that establishes the critical mass of local stakeholders, particularly with the
compromises needed between local government and host residents. Arguably, effective
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governance is a key requirement for furthering the objectives of sustainable tourism.
Such effective governance usually entails a need for both a proper mechanism of
management and the best practices, in order to implement sustainable tourism in
various destinations (Bramwell, 2004; Wan, 2012).
An increasing recognition of governance by researchers is consistent with a quest for a
more effective form of management, adjusted to specific purposes and contexts, to
make progress in securing the economic, socio-cultural, and environmental goals of
sustainable development (Bramwell & Lane, 2011). In this manner, a shift is needed
from strategic planning and stakeholder management toward system planning and
integrated development (Hall, 2003; Rhodes, 1996). This underpins an engagement
with the community and the development of a destination-led framework (Stokes,
2008). Significantly, the nature of such a shift reflects a continuum beyond the
stakeholder level, ranging from destination planning via a connection with destination
management, to destination governance (see Figure 2.5) (Beritelli, 2011).

Figure 2.4. A continuum of destination planning, management, and destination governance

Source: Beritelli (2011, p. 9)
Although destination planning is acknowledged as a systematic process to make sound
decisions, a shift is needed to respond to its challenges, such as a wider public
participation mechanism, the demand for strategic planning supporting the system of
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the tourist destination to achieve sustainable and competitive goals (Beritelli, 2011).
Further research is needed within the destination management field to examine the
processes of stakeholder participation and shared power arrangements in relation to the
development, and achievement of progressive forms of sustainability. Destination
management sometimes may fail to deal with the dilemma of collaborative tourism
planning and management in relation to conflicts, so unarranged initiatives of
management, social norms, and rules are utilised to strengthen the efficiency and
efficacy of interventions and to suggest concepts such as civil society and new proper
models of destination management and planning (Beritelli, Bieger & Laesser, 2007;
Healey, 2006; Pechlaner, Kozak & Volgger, 2014). In short, improved governance is
considered to be crucial as it is the central arena for public participation and democratic
practice (Bevir, 2010; Healey, 2006). Also, Bramwell & Lane (2011) suggest the
application of social theory to research on tourism governance is more likely to
contribute to the tourism literature.
Saarinen (2013) has recently argued that the role of government should embrace a new
vision of responsible community development. A lack of a single authority responsible
for tourism planning and management may lead to conflicts of interests among
stakeholders or even confusion in acting towards sustainable tourism development.
Nevertheless, Wheeler (1992) suggested that if stakeholders are treated in an ethical
manner, then conflict can be reduced. Thus, this requires the central role of leadership
in development to enable all individual capabilities within a community to hold a more
active role in achieving sustainable tourism (McGehee, Knollenberg & Komorowski,
2015). In this regard, the role of leadership is more likely to undertake sustained
governance for sustainable community development. Additionally, Pechlaner et al.
(2014) assert that it is timely to further investigation on building up destination
leadership incorporating vision, motivation, the inspiration of human values and social
belief within destination, albeit the significance of processes, rules and organisational
structure to destination planning, destination management, and destination governance
is unquestionable. As noted by Jamal and Camargo (2013), it is imperative for scholars
to pay more concern to the development of theoretical and practical tools to inform
justice principles related to the ethical treatment of a destination community, and
especially to the well-being of the community. In line with the eco-cultural,
participatory and integrated framework, responsible development should be guided
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holistically and equitably (Jamal & Camargo, 2013).
In summary, the constantly changing and growing complexity of forces in the external
and internal environments of destinations has served as a catalyst for research into the
management of destination. There is, however, an urgent need to examine three issues:
destination management structures and relationships both within and external to
destinations; the various actors and stakeholders that collectively constitute a
destination; how they might interact within a people-centred approach to tourism
planning and management.
2.3.3. From inclusiveness to effectiveness tourism planning and management: A
people-centred approach
Tourism planning and management are well developed as a socially constructed
process in relation to socio-economic transformation and political context (Dredge &
Jenkins, 2007, 2011). A substantial body of literature posits that any approach to
destination planning and management embedding the quality of life of local residents is
likely to positively support community development (Dredge & Jenkins, 2011; Hall,
2003; Mair & Reid, 2007; Reid, 2003). Accordingly, the sustainability of tourism
development is inherent to the well-being of local communities, as it enables
participation and influences development processes (Mair & Reid, 2007). This study
emphasises the inclusiveness and effectiveness of tourism planning and management
by adopting a people-centred perspective, based on public participation within both
formal and informal collaborative governance networks.
Basically, a people-centred approach focusses on the significance of social capital in
community and economic development (Putnam, 2001, Beesley, 2009), and the
development of alternative forms of consumption focused on the local region and
responsible tourism (Hall, 2011; Wheeler, 1992). This approach may ensure less
planner-centered one (Twyman, 2000). The outcomes in a planner-centred approach are
often aligned with administrative and financial efficiency and on facilitating acceptance
of planner views, while a people-centred perspective seeks to enhance community
capacity, increase confidence in the local community, raise collective consciousness,
and meet local needs and priorities (Moscardo, 2011).
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2.3.3.1. Inclusiveness: a paradigm shift in tourism planning and destination management
The challenges to sustainable development (in both theory and practice) are well noted
by both tourism planners and theorists, creating interest in how issues of sustainability
are framed, and identifying interventions to avoid shortcomings in attempts to realise
sustainable development practice (Hall & Jenkins, 1995). Approaches to tourism
planning are influenced by many theories and respond to those changes in the
political/economic environment that seek to minimise the negative impacts rather than
to reduce the growth of tourism itself. It is therefore not uncommon for theories to lack
a connection with each other. Consequently, they fail to deliver a framework capable of
underpinning an integrated approach to tourism planning (Hall & Jenkins, 1995; Reid,
2003). In this regard, it is worth concentrating on a fundamental evolution from a
growth-centred approach, to reform tourism by managing its impacts (see Table 2.1).

Table 2.2. A paradigm shift in tourism planning and destination management
Perspectives

Tourism as economic development

Tourism as responsible development

Principles

Sustainable Tourism Development
(WCED, 1987)

Sustainable Tourism Development
(UNCSD, 2012)

Approaches

Growth-centred

People-centred

Product and services orientation

Experiences orientation

Methods

Reforming tourism (managing its
impacts, such as social impacts. Social
Impacts considered as a by-product of
economic development)

Restructuring tourism – changing its role
through building social capital. Economic
contributions considered a by-product of
positive social exchange

Planning
process

Societal guidance: ‘industry-led’,
top-down

Social transformation: collaborative, bottom
up

Timeframe

Short-term

Long-term

Tools

Research, marketing, promoting,
competing, informing

Visioning, two-way communication, public
participation, social learning, governance

Outcomes

Development for (potential or existing)
visitors

Well-being of local community (sense of
connectedness, liveability, equity) and
memorable tourist experience

Source: Adapted from Mair & Reid (2007); Beesley (2009)
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In the past, to boost economic growth, tourism planning was mainly guided by an
expert-based approach and conducted by government bodies (Dunham, 1958; Reid,
2003). The theory assumed that tourism development was manipulated by certain
powerful interest groups, rather than by intensifying public participation. Consequently,
local communities did not gain any real economic beneﬁts, which resulted in less
support for future tourism development (Oviedo-Garcia et al., 2008). Since then, the
approach has changed: it now mobilises the resources of other actors, rather than
focusing only on direct government action and physical planning (Bramwell & Lane,
2011; Dredge & Jenkins, 2011; Dredge & Whitford, 2011; Hall, 2011). Several
dominant criteria define best practice in tourism planning and management: tourist
memorable experiences, responsible development and resident quality of life (Dredge
& Jenkins, 2011; Dredge, Jenkins & Whitford, 2011; Gunn & Var, 2002; Reid, 2003;
Woosnam, 2011).
In keeping with the above analysis, a people-centred approach to tourism planning and
management emphasises the role of the wider community. A need for change is
paramount. The notion of public participation, which has emerged as a feasible path for
responsible development, is more likely to succeed by taking a bottom-up, peoplecentred approach than a top-down approach (Mair & Reid, 2007; Reid, 2003). A
people-centred approach requires long-term vision, two-way communication and social
learning to build community capacity. The main shift in the paradigm presented here is
that economic contributions are considered to be a by-product of positive social
exchange and are viewed as the impetus for tourism development rather than from the
approach that has characterised approaches to tourism to date.
Vital to a people-centred approach is the participation of local representatives with the
necessary knowledge in meetings at varying strata of public involvement: from low
levels, which are typically utilised in more knowledge-based decisions, to high levels,
which are more appropriate in value-based decisions (Chase, Schusler & Decker,
2000). The proposed approach enhances the likelihood of the success of social
transformation through strategic planning and stakeholder management, and also
through systematic planning and integrated development that intensify public
participation under a destination-led framework (Faulkner, 2003; Hall, 2003; Mair &
Reid, 2007; Murphy, 1985; Stokes, 2008).
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In summary, the utilisation of a people-centred approach provides a powerful tool by
fostering social capital in the planning and management of the destination. By taking a
more inclusive approach, communities and governments are not unitary stakeholders
but comprise a range of agencies through networks and partnerships with different
issues and agendas. Not only is the conflict of community development with economic
development are able to be reconciled; community pride can also be significantly
heightened.
2.3.3.4. Effectiveness: governance in tourism planning and management
According to Wan (2012), the nature of governance in tourism planning and
management is based on three analytical dimensions: power, different key actors and
the role of government. Arguably, those analytical dimensions share similar features of
formal collaborative governance in order to mobilise the proactive collaboration of
public agencies and other stakeholders within the decision-making process. In line with
the thoughts of Wan (2012) on the formal collaborative network perspective, three
analytical elements are also addressed to gauge the effective governance of tourism
planning and management.
First, in the coordination of socio-economic systems, the role of government focuses on
its capacity to ‘steer’ the socio-economic system, and therefore the relationships
between the government and other stakeholders (Peters & Pierre, 2001). This highlights
new interchange relations between the government and non-governmental actors under
co-regulation, co-steering, co-production, cooperative management and public–private
partnership mechanisms (Laws et al., 2011). Although the task of governance indicates
the broader meaning and content of the government (Goodwin & Painter, 1996), it does
not imply an end to the role of government.
Second, a non-equilibrium state of governance needs to be deliberated in relation to the
dynamics of each case. This is because the complexity of destination governance is
derived from different key participants holding different policy agendas, as well as
varying expectations and aspirations about tourism development (Dredge & Whitford,
2011). It is not uncommon for stakeholders to differ in objectives, skills, resources and
commitment, causing a lack of cohesion and contested decision-making at a destination
(Laws et al., 2011). Additionally, there is considerable evidence of insufficient
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information with regard to institutional arrangements; sometimes, such information, if
available might not be disseminated to all local residents in developing countries
(Tosun, 2000).
Third, the assessment of power relations around tourism governance indicates who the
powerful actor is and how they hold the power to dramatically impact decision-making
rules, procedures and organisational arrangements (DiGaetano & Klemanski, 1999).
Essentially, this assessment shows who wins or who loses as a result of a tourism
policy. Conflicts and tensions among local groups in relation to power relations can
also occur within the community. Often, the elite or dominant classes impose their
economic, socio-cultural, and political advantages over the tourism development in the
community (Hall & Jenkins, 1995).
A more recent view is that the degree to which effective governance in tourism and
management is dependent on its application of social learning, where stakeholders
share their knowledge, ideas, and aspirations, and co-create new visions and plans for
action, regardless of their specific content and context (Bramwell & Lane, 2011; Wray,
2011). The emphasis on social learning is essential in order to overcome the big gap
between theory and practice, or knowing and acting (Friedmann, 1987). Specifically,
social learning has a vital role in governance, as a continuing process that allows
stakeholders to adapt to changing conditions and attributes of context and to self-learn
from evolving experience (Bramwell & Lane, 2011). In so doing, Wray (2011)
addresses a need for building ‘transactive relationships’ among stakeholders,
integrating information, knowledge, and skills from various perspectives, and
developing mutual learning, a sense of ownership of the resulting policies, and
supporting for implementation of those policies. From the planner’s perspective, an
understanding of the destination context, specific destination conditions and issues, and
roles of stakeholders and activities is accumulated through meaningful engagement
with stakeholders involved in the planning process. Moreover, a planner’s education
and practical planning experience with regard to sustainable destination management
can influence the knowledge passed onto stakeholders engaged in a planning process.
In essence, an ability to develop a ‘transactive relationship’ with stakeholders has been
established along with their single or double-loop learning processes, thereby
underpinning values of actors. Wray (2011) describes that the transactive planning
process is largely successful where it has been assisted by a key state tourism
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organisation, and where local government has worked hard on relationship building in
order to solve a certain problem in a single loop learning process. Meanwhile, based on
double - loop shared learning processes, all stakeholders reflect their personal
knowledge (experience and local conditions and needs) and adjust their values and
beliefs to share mutual concerns and make its solutions. This leads to foster effective
engagement amongst diverse stakeholder interests.
Arguably, effective stakeholder engagement is undoubtedly complicated by timeconsuming processes associated with building relationships, trust, and commitment in
decision-making, with respecting the rule of law and with demonstrating a real
commitment to public interest, accountability and responsiveness (Dredge et al., 2010;
Wray, 2011). Recognising enforcement of rules and laws does not always guarantee
collective actions for common goals and missions; however, strong social capital
supports reciprocity, mutual interest, trust, and leadership in order to create a civic
platform achieving the local community of well-being (Beaumont & Dredge, 2010;
Misener & Mason, 2006). Informal collaborative network governance can integrate the
characteristics of the local community and host–guest interactions into the tourism
planning structure and process, thereby igniting the kind of social capital that
encourages ‘voluntary cooperation’ behaviours (Putnam, 1993). Alternatively, informal
network governance consistently involves building social cohesion among stakeholders
through the development and enhancement of community pride.
In summary, a people-centred approach necessitates the inclusion of the voices of the
vulnerable in society in the decision-making process. A people-centred approach
enables related actors to carry out effective planning and management that results to a
governance perspective that encompasses the responsiveness to the current and future
needs of both formal and informal collaborative networks. The effectiveness of an
informal collaborative network in the governance of tourism destinations has received
limited attention and warrants further investigation.
2.4. Chapter Summary
This chapter has reviewed and discussed understandings about and approaches to
sustainable tourism development, tourism planning, and destination management, and
has identified a number of underdeveloped lines of research via the literature review.
The chapter began with framing the concept of sustainability in tourism and discussing
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the gap between the ideals and the reality of sustainable tourism development. This
overview was provided through three closely related perspectives: the contributions of
tourism; the emergence of sustainable tourism development; and responsible tourism. It
is evident from this overview that responsible tourism has been recognised as a key
concept of the adoption of a people-centred approach in a tourism context.
The second part reviews the literature on current destination planning and management.
Given that a people-centred approach is underpinned with social exchange theory and
social capital, this study explored the application of this approach in destination
planning and management.
The third part focuses on in-depth understanding of a people-centred approach to
destination planning and management, in terms of its inclusiveness and its effectiveness
in collaborative governance. The review revealed that little research had been
conducted on the informal collaborative network governance of tourism planning and
management. The research undertaken in this study contributes to the advancement of
tourism destination management, and gives guidance towards the best practice of
destination management in Vietnam. The next chapter will present the research
methodology employed to address the research questions.
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CHAPTER THREE. RESEARCH METHODOLOGY

3.1. Introduction
This chapter is organised into eight sections. Section 3.2, in explaining the choice of
the constructivism paradigm to guide this research, provides evidence of how
constructivism has informed research conducted in the context of tourism development
and its impact, and why it is an appropriate paradigm for this study. Then justification
of triangulation is described: section 3.3 presents the appropriateness of the case study
as a research strategy, section 3.4 details the research design, and section 3.5 discusses
the process of data collection for this study, and the analysis of both qualitative and
quantitative data. The content of section 3.6 is associated with ethical issues that need
to be considered during this research. After deliberating methodological limitations in
section 3.7, the option of employing concurrent mixed methods for the research is
presented in section 3.8.
3.2. Research Paradigm
A paradigm is broadly seen as a guiding framework, which searches for the solution of
problems by making assumptions about a topic of study, then selecting tools,
participants, and methods to be utilised in the study (Denzin & Lincoln, 2011;
Sarantakos, 1998). Based on assumptions about the social world, an inquiry paradigm
includes the three main elements, ontology, epistemology, and methodology, and
provides a view of how the research should be completed (Punch, 2013). Given that
four dominant paradigms in the philosophy of research design – positivism, postpositivism (use interchangeably with realism), social constructivism, and critical theory
– have been well developed by a number of researchers (Creswell, 2003, 2009; Denzin
& Lincoln, 2011; Dwyer, Gill & Seetaram, 2012; Jenning, 2012; Guba & Lincoln,
1994; Guba, Lincoln, Denzin & Lincoln, 1998; Phillimore & Goodson, 2004), social
constructivism is selected as a paradigm for studying how sustainability and the
interactions of related actors in the context of tourism can be socially constructed as a
manifestation of dominance.
Constructivists examine phenomena developed and constructed in the minds of
individuals through their perceptions of social phenomena (Guba & Lincoln, 1994).
The reality is, therefore, inter-subjective, influenced by the context of a situation. It can
68

include an individual’s experience and opinions, and environment, as well as the
interaction between the individual and the researcher during the study (Ponterotto,
2005). According to Guba and Lincoln (1994), investigation of the roots of social
phenomena can be conducted in a certain context. In this study, given that researchers
examine the tourism context as a social phenomenon, the application of the
philosophical assumptions related to the social constructivism paradigm is
demonstrated in Fig 3.1.
Paradigm

Social Constructivism

Ontology:
World view, perspective on

Conceptualisation of tourism as a social force with

the nature of reality. What is

enhancing deeper understanding of sustainability

transformative capabilities to build social capital thereby

a reality? What is it that we
know?
Epistemology:
The science of knowledge

Value findings are created through the interaction of visitors

construction; the relationship

people-centred approach to policy formulation, planning, and

between researcher and

management

and members of the host communities and investigation of a

participants. What constitutes
knowledge/science?
Methodology:
The technique of

Primarily grounded theory. Triangulation of data sources,

investigation is used in

findings.

methods, investigators, theories to confirm emerging

reality. How do we gain
knowledge?

Figure 3.1. Social Constructivism paradigm
Source: Adapted from Creswell (2003, 2009); Decrop, 1999; Jennings (2012); Denzin
& Lincoln (2011); Guba & Lincoln (1994);

As depicted in Fig 3.1, ontology is aligned with the study of being and the nature of
reality (Denzin & Lincoln, 2011; Phillimore & Goodson, 2004; Ponterotto, 2005),
typically addressing questions such as What is a reality? and What is it that we know?
(Guba & Lincoln, 1994). In line with their studies, the ontological purpose of this study
is to provide a systematic account that will conceptualise tourism as a social force with
transformative capabilities to build social capital, thereby enhancing the deeper
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understanding of sustainability.
When constructivism examines the meaning of the values behind the findings, the
epistemological constructionist paradigm depends on inter-subjectivism, with both the
inquirer and the inquired as one entity (Guba & Lincoln, 1994). In the regard, for this
study, value findings associated with tourism as a vehicle to build social capital and to
enhance community well-being are created through the interaction of visitors and host
communities. Throughout the investigation process, researcher participation and
interpretation concerning how to apply a people-centred approach to policy
formulation, planning and management are understood as an attribution of the meaning
of the findings.
Needless to say, the aim of constructivism is to establish a substantial consensus
framework to show how a study is to be conducted (Guba & Lincoln, 1994; Sarantakos,
1998). Meanwhile, methodology is associated with a typical question: How do we gain
knowledge? (Guba & Lincoln, 1994). The technique of triangulation can be used to
answer this question (Decrop, 1999; Griggs, 1987). Triangulation looks at a research
problem in diverse sources of data as a result of gathering, transcribing, and analysing
the data (Griggs, 1987). Triangulation reduces personal and methodological biases,
thereby enhancing the finding’s generalisability (Decrop, 1999). By using various ways
(data sources, methods, investigators, and theories), triangulation leads to results that
are more meaningful, and generalisable (Decrop, 1999; Jick, 1979). A triangulation
approach is adopted in this research, with both quantitative and qualitative methods
being employed. The qualitative method involves to methods and techniques, and
allows the researcher to present, and decode data into their non-numeric meaning,
rather than their numeric frequency of social phenomena measured in the social world
(Flick, 2007). The use of this method is appropriate for this research because the
researcher aims to understand such as (1) how a people-centred approach can be used
to enhance the quality of life of local residents, and to deliver memorable tourism
experiences through tourism development; (2) how tourism can be used as a vehicle to
promote the development of social capital and to enhance the well-being of residents.
This is understood as an attribution of meanings. The quantitative method is then used
to compare, contrast and enhance these qualitative findings. Essentially, priority and
emphasis will be given to the qualitative method.
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In sum, this research is situated within a social constructivism paradigm dealing with
an external and social reality that demonstrates how to build a people-centred approach
to tourism planning and management. The qualitative method is employed with data
collection techniques such as semi-structured interviews, while utilising quantitative
component to be supportive for deepening the description of qualitative results
(Machenzie & Knipe, 2006). Hence, a mixed methods approach is adopted not only to
gain a better understanding of the phenomena under investigation, but also to ensure
the reliability, and validity of the study. In other words, a mixed methods approach is
regarded as a combination of the depth and the breadth in the study outcome.
3.3. Research Strategy
This study adopts a single case study as the research strategy. Case study research
involves gathering and analysing intensive information of a bounded phenomenon such
as a program, an institution, a process, or a social unit in order to understand how it
functions or operates (Berg, 2001; Merriam, 2009). The term ‘case study’ is described
by Yin (1981) in relation to an empirical study of a contemporary phenomenon within a
real-life context in order to provide new understanding of the unknown phenomenon in
the context. Essentially, case study research focussed on single settings to develop
knowledge of the dynamics (Eisenhardt, 1989). Alternatively, Robson (2002) views a
case study as a strategical approach to an empirical study through multiple sources of
data from a particular contemporary issue in a real-life context. Although the terms
‘qualitative research’ and ‘case study’ are often used interchangeably, it is evident that
a case study in the research concurrently employs both qualitative and quantitative
strands (Robson, 2002; Yin, 1981). As with a case study, the researcher will need to
generate more than one type of data. In this light, using multiple sources of evidence
will provide the trustworthiness, validity, and reliability of the data in the study.
Significantly, a single case study is considered as an ‘intensive study’ where the aim is
to draw attention to in-depth knowledge in a population (Gerring, 2007a). While
Jennings (2001) argues that findings cannot be generalised from a specific case study,
others claim that a single case study provides a systematic way of looking at events,
collecting data, analysing information, and reporting results. This approach enables the
researcher to generate a better understanding of an event and identify what might
become important for future investigation (Flyvbjerg, 2006). More importantly, in71

depth knowledge of a single case through concentrating on a key component, rather
than inconsistent findings extracted from a larger number of cases can be appropriate
for a better understanding of the population (Gerring, 2007b).
The case study area selected for this research is Nha Trang city, Khanh Hoa province,
Vietnam. Application of case study as a strategy for this research is appropriate because
Nha Trang destination not only has been ranked by both domestic and international
tourists as one of Vietnam’s most favourable tourist destinations, but also the tourism
industry has frequently been oriented towards sustainability in many legal documents
so far. However, in reality, there is increasing controversy regarding adverse
environmental impacts and socially irresponsible outcomes. Research is needed to
gauge stakeholders’ perceptions of tourism development and its impacts, through indepth interviews and surveys with diverse destination stakeholders, including tourists,
local residents and policy makers. Furthermore, as little attention to the social
interaction between local residents and visitors has been undertaken in Nha Trang, it is
necessary to investigate the understanding of tourism planning and destination
management from policymakers’ perspective, how the concept of sustainability can be
understood by both local residents and policy makers in Nha Trang. In short, Nha
Trang has been evaluated to be an appropriate case study for this investigation.
3.4. Research Design
The research design is defined as the logical connection that attaches the empirical data
to a study‘s initial research questions and, ultimately, to its conclusions (Yin, 2009).
The research design situates the researcher in the empirical world by connecting the
research questions to gathering, transcribing, and analysing the data through a
framework. With the integration of thematic and statistical data, the mixed methods
approach is regarded as a comprehensive technique for research in social sciences
(Tashakkori & Teddlie, 1998). Creswell (2009) outlined six strategic ways of
conducting a mixed methods study, including sequential explanatory design; sequential
exploratory design; sequential transformative design; concurrent triangulation design;
concurrent embedded design; and concurrent transformative design. Although the
choice of methods undoubtedly plays a key role in the research process, there is a
growing emphasis on the position and influence of the researcher, rather than which
method is ‘right’ (Dredge & Hales, 2012).
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According to Dredge and Hales (2012); Yin (1994) on appropriate research design,
which is associated with the skills and resources possessed by researchers, the forms of
research questions proposed, and the degree of the contemporary topic, a concurrent
triangulation design is adopted for this study. First and foremost, concurrent
triangulation design is subject to the principles of a mixed methods design (Creswell,
2009). Undoubtedly, a sole dataset is unable to fully answer research questions about
sustainability in tourism, an inherently complex and dynamic topic. Nonetheless,
different types of questions require different types of data (Creswell & Plano Clark,
2011). The research questions of this study encompass how and what questions as
indicated in Chapter One, section 1.2, in which research questions are primarily how in
interviewing and who, what, how questions in survey research. By default, qualitative
methods are generally used to explain the questions of why and how ‘unknown’
phenomena occur in various ways, whereas quantitative methods are utilised for
statistical analysis of numerical data to deal with the questions of who, what, how in a
study of pervasiveness of ‘known’ phenomena (Klassen, Creswell, Clark, Smith &
Meissner, 2012, Neuman, 2006; Silverman, 2001). In line with a current tendency by
Tashakkori and Teddlie (2003) on mixed methods - a third methodological movement,
this study adopts a mix of research methods to maximise the strengths and minimise the
weaknesses of each method, rather than collecting only qualitative data or only quantitative
data.
By taking a concurrent triangulation method, qualitative and quantitative data on the
same subject are simultaneously collected and analysed. Accordingly, quantitative and
qualitative data can be gathered and analysed through triangulation in order to indicate
convergence, complementarity, and expansion of qualitative and quantitative data sets
(Creswell & Plano Clark, 2011; Greene, Caracelli & Graham, 1989; Johnson,
Onwuegbuzie & Turner, 2007; Tashakkori & Teddlie 2003). More specifically,
consistent with the thoughts of Greene, Caracelli and Graham (1989), convergence is
the first function of mixed methods in which quantitative and qualitative methods are
applied

simultaneously

to

answer

the

same

research

question.

Secondly,

complementarity is used to address related questions for the purpose of full evaluation
of the results. The expansion, the third function of mixed methods, explains or expands
upon the results obtained in a previous strand of a study. In this study, using qualitative
and quantitative data contributes to the validity of results through convergence; using a
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combination of qualitative and quantitative methods produces a

complete

understanding of social phenomena through complementarity and expansion. All
results are combined to interpret the overall result through merging the results in order
to shape an overall picture of the research problem (Creswell, 2009). Further, the use of
different methods to examine a topic results in a more robust and generalisable set of
findings (Scandura & Williams, 2000). Interestingly, researchers can take advantage of
the strength of mixed methods to use creatively in their own research design, data
collection and data analysis (Jogulu & Pansiri, 2011).
Although triangulation is broadly viewed to generate more reliable and valid results,
rather than achieving a single research method, there are some challenges to concurrent
design: problems of paradigm mixing, an issue of adequate sample sizes for analyses,
how to qualitatively analyse quantitative data, how to interpret conflicting results, and
how to employ a consistent unit of analysis across the databases (Klassen et al., 2012;
Johnson & Onwuegbuzie, 2004). Issues arising during data analysis and interpretation
can cause contradictory as well as confirmatory elements of the evidence; however,
such issues may lead to a new understanding of the phenomena under study (Klassen et
al., 2012).
In summary, given that tourism is becoming a multidisciplinary field, a concurrent
triangulation method enables researchers to validate this research results. Such an
approach can benefit from methods that supply each other during the process of interpretation
of the results.
3.5. Data Collection and Data Analysis
As shown in Figure 3.2, a concurrent research design indicates all procedures for
collecting and analysing data from both the qualitative strand and the quantitative
strand in this study (Creswell & Plano Clark, 2011). Data collection from the
quantitative strand was presented in two main constructs of responsible tourism. The
first part presented data collection using the criteria of tourist satisfaction. To analyse
this data, the demographic backgrounds of the respondents as well as an exploratory
factor analysis relating to tourist satisfaction were reported with SPSS 22.0.
Furthermore, measurement scales were tested for reliability and validity. Multiple
regression analysis was utilised to indicate whether some key factors had a significant
and positive influence on overall satisfaction. For the second part, data collection was
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employed in relation to the quality of life of communities. The demographic
backgrounds of the respondents and an exploratory factor analysis relating to the local
resident perception of community conditions were addressed with SPSS 22.0. The
paired comparison t-test was used to measure differences in mean scores between local
resident experiences impacted by tourism and their expectation of tourism
development.
Meanwhile, a qualitative method was conducted in the study, involving 30 in-depth
interviews. Given that all interviews were translated from Vietnamese into English,
coding data was conducted with a thematic approach. Based on grounded theory,
researchers constantly compared each line of data with a descriptive word or phrase in
order to organise data into themes and subthemes. The process of thematic analysis of
open, axial, and selective coding gradually completed in qualitative data analysis
(Glaser & Strauss, 1967). Open coding, the first level of coding, is concerned with
categorising and describing phenomena. Axial coding unfolds causal relationships
among open codes (Strauss & Corbin, 1990). Selective coding is the process of
choosing one category as a key idea connecting all different categories. Corresponding
to the technique of qualitative cultural analysis known as ‘thick description,' grounded
theory is suitable for approaching the research questions and problems surrounding
human interaction. In essence, content analysis was used in this study as a tool to
analyse the data, thereby coding, highlighting themes and determining relationships
among emerging codes as well as frequencies of codes in the context. Researchers
gained an in-depth understanding of several categories: embracing the concept
sustainable tourism development, responsible tourism in Nha Trang, the dominant role
of government, a need for wider participation, responsive and accountable public
administration, inclusive participation, sharing information, education and capability
building, and stimulating community pride
In order to interpret all findings, based on the grounded theory categories identified in
the interviews, some key quantitative empirical findings were compared and contrasted
to qualitative findings. The next process involved comparing all the findings from
empirical data to the review of existing literature as presented in Chapter Two, leading
to discussion and conclusions. The interaction between inductive and deductive
approaches is a vital process to validate key aspects when developing theory (Glaser,
1978; Glaser & Strauss, 1967).
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QUANTITATIVE STRAND

Data Analysis

Data Collection





Develop Survey questionnaires by
models: tourist satisfaction,
community’s quality of life
Self-administrated questionnaires
with 250 host residents, 250 tourists

Investigate tourist perception and local
resident’s perception, and their
interactions. Conduct SPSS 22.0 analysis.
Guided by Exploratory Factor Analysis,
Multiple Regression; Paired T-test

Quantitative results

QUALITATIVE STRAND




Key factors
Components and
their interrelations

Data Collection




Literature review
Develop semi-structured interviews
30 in-depth interviews with policy
makers

Qualitative results



Themes,
subthemes
Conceptualizations

Data Analysis




Coding using Content Analysis
based on Grounded Theory
“Thick Description”
Conduct Nvivo 8.0 analysis

Interpretation



Combination of all results, discussing with
the literature review
The conceptual model

Figure 3.2. Concurrent Research Design Framework
Source: Adapted from Creswell & Plano Clark (2011)

A conceptual model was developed to highlight the bridge between the concept of
sustainable tourism development and its practice in the context of Vietnam. This is
because a conceptual framework is the best way to generalise and visualise how the
findings work together (Merriam, 2009). In addition, a framework – a visual
presentation – allows the researcher to interpret how abstract concepts (categories)
relate to one another in order to address the research problem and answer the questions,
and to make sense out of the data while making explicit the contribution of the mixed
methods approach (Klassen et al., 2012). Details of quantitative and qualitative strands
are described in the following sub-sections:
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3.5.1. Quantitative strand
3.5.1.1. Data collection
At this point, the theoretical framework and measurement scales were developed based
on existing theories and the review of the tourism literature in Chapter Two.
Accordingly, the quantitative strand explained a people-centred approach in this work
that associated with ‘making better places for people to live in and better places for
people to visit’ (Goodwin 2009, p. 12), links between tourists and residents in Nha
Trang. The quantitative strand is nested in two models of tourism impacts: one model
examining how tourism in Nha Trang affects the satisfaction of individual tourists, and
the other model examining the effect of tourism on the quality of life (QOL) of
residents.
Tourist satisfaction can be viewed as integrative measurement scales perceived by
tourists in Nha Trang (see Appendix A3). To investigate tourist satisfaction, several
researchers examined perceptions of tourists with regard to multiple attractive attributes
from different dimensions (Hu & Ritchie, 1993; Leiper, 2004; Lew, 1987; Middleton &
Clarke, 2001; Perdue et al., 2004; Reisinger & Turner, 1999). Driscoll and colleagues
(1994) evaluated the tourist perception of 12 destinations through a set of survey
instruments of 19 attributes, such as facilities, landscape, safety, climate, culture,
modern society, different experience, value for money, accessibility, shopping
facilities, organized activities, cleanliness, family oriented, exotic place, outdoor
activities, religious values, hospitality, nightlife and entertainment. Alternatively, it is
evident that thirteen attributes were used to investigate tourist perceptions of
destination attributes such as shopping, hospitality, safety, food, culture, tourist
attraction, tourist facilities, entertainment, sightseeing, and sports activities (Perdue, et
al. 2004). Consistent with previous studies, 42 attributes of tourism destination were
adopted in Nha Trang to be investigated through tourist perceptions (see Appendix
A2).
Simultaneously, based on the model described by Andereck and Nyaupane (2011), the
emphasis of the study was given to the relationship between support for tourism
development and perceived quality of life (QOL) of local residents. In other words,
QOL of community residents can also be gauged with regard to the impact of tourismrelated variables. In terms of subjective well-being, resident overall sense of well-being
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can be elucidated based on their satisfaction of community condition aspects, and their
expectation of community aspects. These community aspects are impacted by tourism,
community attachment, and community involvement. As discussed in the literature
review in Chapter Two, perceived tourism impacts were measured using quantitative
questions in economic, social, environmental, and the overall QOL of local residents
through questionnaire-based local resident surveys. As tourism impacts change the
QOL of residents, the indicators of tourism impact not only represent resident
perceptions of tourism impacts; they also reflect their living experiences. The sample of
questionnaires is described in Appendix A3.
Concerning the above information acquired in this study, the questionnaires were
developed to understand perceptions, attitudes, and behaviours of participants (Johnson
& Christensen, 2000). The questionnaire was a ‘mixed questionnaire’ combining
closed-ended items, and open items, structuring around a 5-point Likert scale (Teddlie
& Tashakkori, 2003). According to Hair et al. (2009), in terms of the reliability of the
survey instruments, a pilot survey should be conducted. In this regard, in the study,
pilot surveys were employed with five postgraduate students who could read both
English and Vietnamese. Sequentially, a few corrections were suggested and applied by
two translators who were proficient in English to Vietnamese and vice versa.
Concerning sample size for conducting quantitative data analysis, the size advised was
at least 50 observations or 5 cases per variables (Hair et al., 2009). Many quantitative
researchers indicated that for confidence in interpreting the overall fit of the regression
model, a sample size is ‘N > 50 + 8m (where m = number of independent variables)’
(Tabachnick & Fidell, 2007; Pallant, 2011, p. 150). In reality, throughout the fieldwork
from November 2013 to January 2014, a total of 250 questionnaires were distributed,
and 190 were filled and collected, which was equivalent to a response rate of 76.0%. In
order to examine local resident perceptions and attitudes towards tourism development
in Nha Trang, the survey on the impact of tourism-related variables on QOL of Nha
Trang local residents was conducted from January 2014 to March 2014. A total of 250
questionnaires were distributed, and 141 samples were completed, a response rate of
56.4%. The sample size of this study was, therefore, acceptable for data analysis.
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3.5.1.2 Data analysis
Quantitative analysis of data from the questionnaire surveys was based on the
Statistical Package for the Social Sciences (SPSS), software version 22. Following data
coding, entry and cleaning, a range of statistical assumptions was made to allow
various analyses, such as principal component factor analysis for both tourist and local
resident perceptions, paired comparison t-tests of local resident perception, the Pearson
correlation, and multiple regression analysis of tourist satisfaction. More particularly,
the paired comparison t-test was used to measure differences in mean scores between
local resident perceptions and expectations of the tourism impacts, leading to change
the QOL for community residents in Nha Trang. The Pearson correlation coefficient
was used to identify whether key factors of Nha Trang tourism development were
positively related to one another or not, from the tourist perspective. Stepwise multiple
regressions were conducted to explore the key factors of Nha Trang tourism
development contributing and explaining tourist satisfaction.
First and foremost, analytical techniques were conducted to detect any error of
statistical assumption, such as missing data, normality, and outliers. The explore
function was found that the occurrence of missing data was minimal in this study. The
majority of missing data was found in the demographic and background information
section.
According to Table 3.1 displaying the demographic profile of the respondents, slightly
more than half (52.6%) of the 190 responding tourists were domestic tourists; the rest
were international tourists. Besides, over 52% were male, and 48% were female
participants. The number of people aged from 30 - 39 was the most dominant, with the
percentage of 29.2%, followed tourists aged from 20 - 29 and visitors from the middle
age accounted for 19.4% and 17.7% respectively. It came as no surprise that people in
the age groups of 50 - 59 and over 60 were a bit lower: they accounted for 16.7% and
15.1% respectively. Of all the respondents, in terms of occupation, 33.3% (48 in
number) said that they were retired, and 25.0% (36 in number) ran businesses. More
than 18% (27 in number) of the respondents were young people, including students.
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Table 3.1 also indicated that there were different income levels among these tourists. A
quarter of total respondents earned between US$1,001 and US$2,000, followed by
those who earned from US$2,001 to US$5,000 (18.9%), and 13.2% of visitors
surveyed were foreigners who made over US$20,000.
Table 3.1. Demographic Characteristics of Tourists
Variables
1. Nationality:

International tourist

(n=190)

Domestic tourist
Male
Female

2.Gender:
(n=185)

3.Occupation:

Business

(n=144)

Journalist, writer
Professor, Lecturer, Teachers
Retired
Architect, Engineer, Doctor, Pharmacist
Pupil, Student
Employee of Governmental Agency
Employee of Provincial Agency
Employees of International Organizations
Others

4. Income:

< 1,000 USD

(n=190)

1,001 USD to 2,000 USD
2,001 USD to 5,000 USD
5,001 USD to 10,000 USD
10,001 USD to 20,000 USD
> 20,000 USD

5. Age:

Under 20

(n=186)

20-29
30-39
40-49
50-59
60 and above

6. Visited Nha Trang

Yes

(n=190)

No

7. Source of Nha Trang information
(n=189)

Travel agency
Guide book/poster
Catalogues, brochure
Tourism fairs, exhibitions, road shows,
Friend/relatives
Vietnamese Embassy
Vietnamese websites
Other
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Frequency

Valid Percentage
(%)

90
100

47.4
52.6

97
88
36
1
5
48
6
27
12
6
3

52.4
47.6
25.0
.7
3.5
33.3
4.2
18.8
8.3
4.2
2.1

18
41
36
14
5
25

9.5
21.6
18.9
7.4
2.6
13.2

13
36
45
31
33
28

7.0
19.4
24.2
16.7
17.7
15.1

113
77

59.5
40.5

90
56
12
74
21
13
31
7

21.6
13.4
3.0
17.7
5.0
3.1
7.4
1.7

Table 3.2 provides details of the demographic profile of the 141 local residents who
responded. More than 64% were female, and nearly 36% were male participants. When
it comes to age, the number of people who were in the age group from 15 - 24, were the
dominants group representing 37.2%, followed by three groups from 25 - 34, 35 - 44
group, middle age accounting for (45 - 54), 17.2%, 15.7%, and 14.2% respectively.
Approximately, 9.7% of respondents were in the age groups of 55 - 54 while the over
60’s were lower at 6.0%. Nearly one-third of the respondents (32.3%) had completed
high school, including those who had completed year 12 (27.6%), the respondents
completed year 10 (4.7%). While 22% of respondents had no formal qualifications,
one-fourth of the respondents (25.2%) had completed a graduate degree, and 18.9% had
vocational education. According to Table 3.2, regarding occupation, 27.1% (36 in
number) said that they were young people such as students, 18.8% (25 in number) were
on home duties, and 15% were retired. More than 16.5% (22 in number) of the
respondents held a part-time job, while the number of residents categorised as worker
or farmer, and governmental officials, accounted for 9.0%, and 6.8% respectively. The
majority of respondents were born in Nha Trang (62.6%), while the others had moved
into their current place of residence, with an average of 16.71 years of residency.
As shown in Table 3.2, there were different income levels among local residents. About
46% of the total respondents earned less than US$1,001 per year, followed by those
who earned from US$1,001 to US$2,000 (37.8%), and 9.1% of local residents surveyed
had incomes from US$2,001 to US$5,000. About 7.0% of respondents reported annual
income over US$5,000.
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Table 3.2. Demographic profile of the local resident respondents
1.

Variables
Age: (n=134)

2.

Gender(n=135)

3.

Occupation (n=133)

4.

Frequency

15-24
25-34
35-44
45-54
55-64
65 and above

50
23
21
19
13
8

37.2
17.2
15.7
14.2
9.7
6.0

Male
Female

48
87

35.6
64.4

Employed by government
Unemployed, looking for work
Home duties
Worker/Farmer
Student
Part time work
Retired Other

9
4
25
12
36
22
20
5

6.8
3.0
18.8
9.0
27.1
16.5
15.0
3.8

28
6
35
5
19
21
11
2

22.0
4.7
27.6
3.9
15.0
16.5
8.7
1.6

51
42
10
4
2
2

45.9
37.8
9.1
3.6
1.8
1.8

98
37

62.6
27.4

54
45
42

38.3
31.9
29.8

Education (n=127)

No formal qualifications
Completed year 10
Completed year 12
Qualifications
Technical College
Undergraduate Degree
Post Graduate Degree
Other

5.

Valid Percentage (%)

Annual Income:
(n=111)
< 1,000 USD
1,001 USD to 2,000 USD
2,001 USD to 5,000 USD
5,001 USD to 10,000 USD
10,001 USD to 20,000 USD
> 20,000 USD

6.

Place of origin (n=135)

7.

Length of residency (n=141)

Born in Nha Trang
Born elsewhere
0-10 years
11-20 years
21+ years

As outlined above, before conducting a factor analysis, the suitability of the data set
was checked. All questionnaires that contained a blank page or had substantial missing
data were excluded from the analysis at the early stage of the data cleaning and
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screening process. The usable questionnaire data were entered into the SPSS software
program for further checks on missing data. For such data, when running the SPSS,
normal distribution was checked through skewness and kurtosis in histograms and
normal probability plot and produced satisfactory results. As stated by Field (2009),
histograms should represent a bell shaped curved and all observed residual points
should sit on or close to the straight line in normal P-P plots. However, it is not
uncommon in a normally distributed sample for a few percent of cases to fall outside
the range (Pallant, 2011). In this study, skewness and kurtosis values were embedded
within acceptable ranges. The data were also screened for any outliers.
Consequently, descriptive analyses were used to uncover the details of tourists and
local resident perceptions. Means and standard deviations were used for this study,
particularly for demographic information. Moreover, and descriptive statistics provided
frequency data in relation to each variable. To assess the construct validity through
reducing the items into a small number of dimensions that suit with a more manageable
size (Field, 2009), an exploratory factor analysis (principal components analysis) with a
Varimax rotation was performed on these items. The cut-off value, eigenvalues greater
than 1, was used to extract factors. Cronbach’s alpha coefficients were calculated to
evaluate the internal consistency. Any individual item with factor loadings of less than
0.4 was eliminated to facilitate interpretation of the results (Tabachnick & Fidell, 2001).
The Kaiser-Meyer-Olkin measure of sampling adequacy (KMO) and Bartlett’s test of
sphericity was used to assess whether the data was suitable for a factor analysis or not.
KMO values range between 0 and 1, where 1 indicates a distinct and reliable factor
(Field, 2009). All items with communalities <.2 were eliminated. In this study, the
number of variables for each factor analysis was small but exceeded the minimum
requirements suggested (Tabachnick & Fidell, 2001).
3.5.2. Qualitative strand
3.5.2.1. Data Collection
Given that the qualitative strand is to provide a deeper understanding of people’s
knowledge and experiences, an effective way to deeply understand the world from the
respondent views or to gain an empathic appreciation of their world is aligned with
interviewing people (Creswell, 2003; Neuman, 2006). This study utilised in-depth
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interviews to gather information from governmental officials on their perceptions
towards all impacts of tourism development, particularly social impacts, capturing both
the rational and emotional aspects of these reasons, thereby increasing rationale of
tourism planning and destination management in Nha Trang. In reality, the process
began with gathering cross-sectional secondary data from different literature sources
such as books, journal articles, national and international newspapers, government
records and other studies about Vietnamese tourism development in general and Nha
Trang tourism development in particular. This was followed by a few informal
interviews, plus discussions with different Australian researchers and supervisors to
further refine the research problems. Thus, a degree of consistency was established
across all of the interviews and ensured the comparability of data across the
interviewees.
Table 3.3. Demographic profile of governmental officers
Code
Interview # 1

Gender
Male

Interview # 2

Male

Interview # 3
Interview # 4

Female
Female

Interview # 5
Interview # 6
Interview # 7
Interview # 8
Interview # 9
Interview # 10
Interview # 11
Interview # 12
Interview # 13
Interview # 14
Interview # 15
Interview # 16

Female
Female
Male
Male
Male
Male
Male
Male
Male
Male
Male
Male

Interview # 17
Interview # 18

Female
Male

Interview # 19
Interview # 20
Interview # 21
Interview # 22
Interview # 23
Interview # 24
Interview # 25
Interview # 26
Interview # 27
Interview # 28
Interview # 29
Interview # 30
N = 30

Female
Male
Male
Male
Male
Female
Female
Female
Male
Male
Male
Male

Title and Organisation
Director, Institute for Tourism Development Research, Vietnam National
Administration of Tourism (VNAT)
Director General, International Cooperation Department, Ministry of Culture, Sports
and Tourism (MOCST)
Vice Chairperson of Viet Nam National Administration of Tourism (VNAT)
Deputy Head of Investment Statistics Division in Planning and Finance Department,
MOSCT
Deputy Director, Finance and Planning Department, VNAT
Executive, Training Department, MOSCT
Executive, Training Department, MOSCT
Vice Chairman, Vietnam Tourism Association (VITA)
Deputy Chief, Administration Office, VNAT
Deputy Director of Hanoi Tourism College, MOSCT
Vice President, Vietnam Travel Association
Director, Tourism Market Department, VNAT
Deputy Director of Training Department, MOSCT
Director, Travel Management Department, VNAT
Acting Director, Hotel Management Department, VNAT
Deputy Director, Hotel Management Department, as well as Co-Director of EU-VN
Environmentally and Socially Responsible Tourism Capacity Development
Programme
Deputy Director, Institute for Tourism Development Research, (VNAT)
Officer, EU-VN Environmentally and Socially Responsible Tourism Capacity
Development Programme, VNAT
Deputy Director, Khanh Hoa Department of Culture, Spots and Tourism (KHDCST)
Head, Tourism Planning and Strategic Development Division, KHDCST
Head, Travel Management Division, KHDCST
Executive, Tourism Planning and Strategic Development Division, KHDSCT
Executive, Hotel Management Division, KHDSCT
Executive, Travel Management Division, KHDSCT
Executive, Travel Management Division, KHDSCT
Executive, Inspection Division, KHDSCT
Executive, Travel Management Division, KHDSCT
Executive, , Tourism Planning and Strategic Development Division, KHDSCT
Chief, Finance Management Division, Nha Trang Tourism College, MOSCT
Chief, Student Affairs Division, Hanoi Tourism College, MOSCT
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Venue
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Hanoi
Nha Trang
Nha Trang
Nha Trang
Nha Trang
Nha Trang
Nha Trang
Nha Trang
Nha Trang
Nha Trang
Nha Trang
Nha Trang
Hanoi

Some authors have also provided data collection guidelines of how to complete
qualitative research (Creswell 2003; Lincoln & Guba, 1985; Travers, 2006).
Essentially, data collection should gather rich detailed data and gain access to hidden
perceptions of the respondents’ understanding of social exchange towards tourism
development (Neuman, 2006). In line with Creswell (2003) thoughts, grounded theory
studies need to obtain sample sizes from 20 to 30 interviews. During the fieldwork
from November 2013 to February 2014, 30 respondents from policy makers were
selected and invited to participate in this study.

All governmental officials were selected to participate in as part of a purposive,
although not necessarily representative, sample of a specific population. The researcher
set up interviews of 60 minutes each. The in-depth interview sessions were semistructured with respondents recruited by a snowball technique. Respondents were asked
opening questions regarding their perceptions of tourism in Vietnam and the meaning
of sustainable/ responsible tourism, especially how to adopt a people-centred approach
to tourism development in Nha Trang, with the aim of capturing both the rational and
emotional aspects of these reasons, thereby increasing the chance of uncovering
underlying opinions. As noted by Flick (2004), the generalisability in qualitative
studies is achieved by maximising the differences between the selected case studies. In
order to stimulate and narrate respondent perceptions of tourism and its impacts,
probing follow-up questions were asked about each issue to clarify the respondent
perceptions. Respondents were encouraged to freely narrate their experiences of
tourism and its economic, social-cultural, and environmental impacts. The researcher
encouraged all participants to share their opinions about Vietnamese tourism planning,
strategic planning, destination management and its operation, and particularly the role
of local residents, wider participation. For the in-depth interviews, the researcher
opened the discussion on each of the issues concerning the impacts of tourism
development and the implication of responsible tourism in Nha Trang, Vietnam.
According to a study by Strauss and Corbin (1998), data collection in qualitative
research is collected until theoretical saturation is reached. This means data collection
can be accomplished as soon as no new or/and emerging data is found. For this study,
saturation was reached after 20 respondents from governmental officials were
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interviewed. Semi-structured interviews were used as a basis for discussion in all types
of interviews in order to ensure that the research questions were addressed. A sample of
in-depth interviews was reported in Appendix B.
3.5.2.2 Data analysis
Data analysis began with note-taking from the audio-recorded interviews in
Vietnamese. The transcript was then translated into English for use in data analysis and
interpretation. The term ‘grounded theory’ (Glaser & Strauss, 1967) was coined to
describe theory that is generated by (or grounded in) an iterative process of continual
sampling and analysis of qualitative data obtained from concrete settings, such as
unstructured data obtained from interviews, participant observation and, in some
instances, archival research (Pidgeon, 1996). When approaching research without any
strong prior theory, the investigator is confronted with the analytical task of sorting and
extracting meaning from what is most often unstructured data. Glaser and Strauss
(1967) suggest that in this instance, the researcher should work systematically through
the data, generating codes, and reflecting from low-level to more abstract categories or
themes. In the developing stages of a coding, the researcher is engaged in a highly
creative process, disciplined only by their interpretive powers and the requirement that
the low-level descriptions produced should fit the data well (Eisenhardt, 1989). The
aim throughout this process is to foster theory generation and to ‘overcome the
tendency for the research process to be sterilized by overly rigid methodological
prescriptions’ (Pidgeon, 1996, p. 77). In other words, if generating theory is not
acknowledged as the main goal of a given research project, ‘it can be quickly killed by
the twin critiques of accurate evidence and verified hypothesis’ (Glaser & Strauss,
1967, p. 28).
More recently, some authors have cautioned that grounded theory should not be solely
recognised through the coding of content analysis (Strauss & Corbin, 1994) as this
approach risks dilution. As Stern (1994) has commented, ‘as a rule of thumb, when
researchers present their work as grounded theory and it is something else, that
something else is usually content analysis’ (p. 214). In contrast to theory building,
content analysis emphasises the criteria of validity and reliability and the counting of
instances within a predefined set of mutually exclusive categories. The methods of
constant comparison and theoretical sampling as adopted by Glaser and Strauss (1967)
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indicate a new and different perspective of grounded theory, rather than content
analysis. The method of constant comparison, on the other hand, has the primary
analytical task of continually scrutinizing and comparing basic examples, emergent
themes, and theoretical propositions throughout the duration of the project. Through
such comparisons, the researcher discovers similarities and discrepancies in the data;
these are intended to support theory development.
Several authors have described the many misconceptions surrounding the development
of grounded theory (Potter, 1996; Strauss, 1987; Strauss & Corbin, 1994). Central to
these misconceptions are the notions that grounded theory is a purely inductive
approach, that it does not verify findings, and that it moulds the data to the theory
(rather than the reverse). Some researchers have also argued that there is no need for
their analysis to be informed by existing literature since their theories ‘emerge’ through
the process of analysis and, therefore, are ‘grounded’ in the data (Strauss & Corbin,
1994). However, Strauss and Corbin warn that too rigid a conception of induction can
lead to ‘sterile or boring studies’ (p. 277). From this, it is apparent that the
misconception over the development of grounded theory relates to the confusion
surrounding the role of hypothetico-deductive reasoning and inductive reasoning that
takes place in grounded theory development. Researchers who seem to concentrate on
coding as an exclusive feature of grounded theory methodology miss the importance of
theoretical coding. According to Glasser (1978), ‘theoretical codes conceptualise how
substantive codes may relate to each other as hypotheses to be integrated into a theory’
(p. 72). What occurs in grounded theory advancement is not hypothetico-deductive
reasoning per se. A researcher may draw upon existing theory, but this is with a view to
increasing the generalisability of the findings and to assist in model building. These
models are grounded in established theory, but are also capable of developing theory
through observation of phenomena that emerge unexpectedly. Therefore, reciprocal
relationships are found among data collection, analysis and theory (Glasser & Strauss,
1967; Strauss & Corbin, 1994).

Furthermore, in this study much interest is given to a method known as ‘thick
description’ (Geertz, 1973). According to Geertz (1973), the aim of the researcher is to
observe, record, and analyse a culture. More specifically, the researcher needs to
87

translate data and decode signs in relation to their meaning in culture itself. Such
interpretations must be in line with the ‘thick description’ of a sign (Beesley, 2005b).
The simplest act can reflect diverse interpretations from different aspects, due to the
cultural codes at work. Geertz (1973) demonstrates this through reference to the many
things that ‘a person rapidly opening and closing an eye might signify’ (Beesley,
2005b, p. 267). A ‘thin description’ that just saying that ‘an eye opened and closed is
not enough’ – assuming that every twitch is just a twitch – will mislead a cultural
analysis (Beesley, 2005b, p. 267). As interworked systems of signs, culture is not
something to which an institution, a process, or a social unit can be causally attributed;
it is a context, something within which they can be intelligible, that is, thickly
described (Geertz, 1973). Being a complementary use of grounded theory, cultural
analysis is valid to this investigation. Additionally, ‘thick description’ facilitates
external validity (transferability) of the research, thereby constituting trustworthiness of
research.

Regardless of the type of qualitative research, trustworthiness is one important criterion
in conducting the research (Lincoln & Guba, 1985). Trustworthiness of qualitative
research is associated with justification of data collection, data analysis, and
interpretation, and even with the way the findings are presented. Thus, trustworthiness
is reflected through reliability (dependability), internal validity (credibility), and
external validity (transferability) (Lincoln & Guba, 1985; Merriam, 2009; Miles &
Huberman, 2003; Yin, 2003). Reliability means that similar and predictable results can
be achieved by the same research design in differing times and conditions (Neuman,
2006). A result is considered reliable if the investigator explains findings and theory
building by triangulating data and by describing in detail how the research is conducted
and how the findings are derived from the data (Merriam, 2009). Accordingly, the
interview guide was developed and then piloted with a small number of informants, can
assist in achieving reliability. Internal validity is aligned with a degree of credibility of
research findings. Meanwhile, triangulation is addressed in relation to checking
interpretations with individuals interviewed, to stay on-site over a period of time, and
to clarify researcher biases and assumptions (Creswell, 2003). Nonetheless, external
validity is frequently evaluated to find to what extent the findings of a qualitative study
can be generalised to other situations. In line with the case study research of Yin
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(2003), the purpose of generalisation in this research aims to transfer a set of results
into a broader theory. The use of both quantitative data and qualitative data can
complement each other, thereby improving the generalisability of collected data for this
study (Merriam, 2009). In short, the incorporation of reliability (dependability), internal
validity (credibility), and external validity (transferability) ensures the trustworthiness
of a study. More importantly, the researcher retains trustworthiness in carrying out the
study in as ethical a manner as possible presented in the next section.

For this study, the software NVivo 8.0 was used to support data analysis in order to
effectively manage qualitative data. Significantly, NVivo 8.0 helps not only to save the
time to organise data and findings, but also to increase the speed of content analysis,
data display, graphic mapping, material resorting, and code redefining (Weitzman,
2000). However, it is noted that it is hard to actually demonstrate the analysis process
for the researcher (Weitzman, 2000). In short, regardless of the NVivo 8.0 functions in
the research process, ideas and intellectual endeavours from the human being play a
key role in conducting the research and analysis.
3.6. Ethical Considerations
The main purpose of ethical considerations in research is to protect respondents from
potential risks and any negative consequences from the research activities (Neuman,
2006). Ethical considerations in this research highlight how a researcher treats
respondents appropriately in the research process. If respondents do not want the
researcher to maintain confidentiality of their opinions, sometimes they request to
check the last transcript related to the interview, and then the researcher has to act on
ethical obligations to respondents, namely keeping anonymity, avoiding deception,
being accurate (Creswell, 2009; Miles & Huberman, 1994; Neuman, 2006).
Additionally, researchers should have a responsibility to store data in good condition
for a certain time, and only the researcher should have access to the data. In practice,
ethical clearance was obtained from the Griffith University Ethical Committee prior to
proceeding with the data collection process. In order to avoid confusion for the
respondents, a consent form was provided to each respondent for signing before the
interviews began (see Appendix A1; B1), and each participant was also supplied with
an information sheet explaining how the findings are used, and the respondent rights
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concerning withdrawal from the interview at any time.
3.7. Methodology Limitations
As discussed above, concurrent mixed methods have been employed in this work in
order to validate qualitative data with quantitative data and to transform the data
through comparison (Creswell & Plano Clark, 2007). Vital to this method is that a sole
data set is not enough to answer the research question. However, some researchers
point out that concurrent mixed methods are very complex and time-consuming due to
problems of mixing paradigms that occur to qualitatively analyse quantitative data
(Johnson & Onwuegbuzie, 2004). Nevertheless, with the aim of providing an overall
picture of the problem, different individuals are involved generating various data on the
same subject; however, the data cannot be easily compared and interpreted as
conflicting results emerge (Johnson & Onwuegbuzie, 2004).

In terms of data collection, key shortcomings of this research were the duration of time
and budget resources, as the researcher concurrently conducted the in-depth semistructured interviews and the questionnaire surveys. As a consequence, the researcher
worked within either a qualitative or a quantitative paradigm during the process of data
collection and analysis. More specifically, for in-depth interviews, the researcher drew
much attention to verbatim responses to avoid any loss of information. At the same
time, there are many potential limitations of surveys, resulting from respondent
reluctance to participate, and then express their frank views on sensitive issues
expressed by tourists and local residents. These issues arose due to a lack of general
education, and tourism development reflected by local residents in Nha Trang. To
avoid the problems, the researcher deliberately planned a suitable time to conduct
surveys at different places in Nha Trang. Furthermore, the researcher applied
interviewing techniques in a friendly manner to motivate mutual concerns and
cooperation between the researcher and the respondents. In other words, the researcher
ensured uniformity of style and interpretation.

The study’s findings were associated with a limited number of respondents which
suggests a possible question of generalisation across a large population. In response to
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this, it can be argued that the study was not to conduct an entirely quantitative study
with statistical probability. Rather, throughout the combination of quantitative
outcomes and qualitative outcomes, the grounded theory methodology was a priority,
to build a substantive theory through the interaction of visitors and members of the host
communities and through the investigation of a people-centred approach to policy
formulation, planning, and management at Nha Trang destination. Delimitation of the
study has been considered and addressed in Chapter One. In line with Gerring (2007b)
study, although the issue of generalisability is likely to be a limitation within this
research, the results derived from the data analysis provide new insights that enhance a
deeper understanding of sustainability within Nha Trang as a single case study.
Furthermore, owing to new insights of a particular social setting, other than vague
about a larger number of cases, researchers can gain a better understanding of the
whole by focusing on a key part (Gerring, 2007b).
3.8. Chapter Summary
Chapter Three has introduced the choice of concurrent mixed methods in this research.
Both the underpinning research philosophy of social constructivism and case study
strategy were used to shape a guideline of gathering information and analysing the data.
Significantly, the chapter has paid much attention to the triangulation of the types of
data.
As discussed, the mixed methods were conducted in the study, involving in-depth
interviews about sustainable tourism development, responsible tourism, a peoplecentred approach to forming policy, planning and management in Vietnam and local
destination as the main data collection tools through which to interpret and analyse data
by content analysis based on grounded theory. Concurrently, two sets of questionnaire
surveys on the related subjects – sustainable tourism, responsible tourism, tourism
impacts – were selected from two informant groups (tourists and local residents). The
quantitative findings were based on multivariate analysis, was utilised to compare and
contrast to the qualitative findings. During the process of data collection, and data
analysis, some limitations of methodology were identified in this chapter. The next
chapter will present and discuss all findings.
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CHAPTER FOUR. FINDINGS AND DISCUSSION

4.1. Introduction
This chapter comprises six main sections. Following this introduction, Section 4.2
presents results for the first research question, involving discussion of both quantitative
and qualitative data. Section 4.3 then shows results for the second research question
and related discussion. In terms of the third research question, a combination of
findings in factor analysis related to the perception of local residents and content
analysis from governmental official perspective is reported and discussed in Section
4.4. Accordingly, a conceptual framework in section 4.5 is developed for approaching
issues of sustainable tourism development in Nha Trang, and the summary of all
findings and related discussions is described in section 4.6.
4.2. Findings and discussion of Research question 1
The first research question was asked how a people-centred approach can be used to
enhance resident quality of life, and to deliver memorable tourism experiences through
the tourism development of Nha Trang.
This section provides the findings from diverse responses and discussions based on the
mixed methods approach. To obtain the depth as well as the breadth of understanding
of a people-centred approach to sustainable tourism development in Nha Trang, a
quantitative design was selected to examine the perceptions of both local residents and
tourists of the tourism development in Nha Trang. In parallel, results of in-depth
interviews with thirty governmental officials were presented in the related discussion
and then validated and confirmed with findings reached from quantitative analysis.
4.2.1 From the tourist perspective
To investigate the key determinants of Nha Trang tourism service quality, and its
impacts on tourist satisfaction in Nha Trang, this section paralleled with the customer
satisfaction pattern measured through a SERVQUAL model raised by Parasuraman,
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Zeithaml and Berry (1985) and applied to destination management. The researcher has
studied tourist perceptions of the nine elements of tourism destination attributes to Nha
Trang as a destination. The results of the investigation are outlined below.
Adopting the SEQUAL model, the researcher developed nine-dimensional scales for
tourist evaluation of the Nha Trang tourism products and services (see Appendix A2).
A five-point Likert scale (‘strongly disagree’ at the low end, ‘strongly agree’ at the high
end) was used to measure tourists’ evaluation of how much tourists agree or disagree
with a particular statement. Table 4.1 shows that the overall result evaluating the Nha
Trang attributes was positive, with mean scores ranging from 3.70 to 4.23. The ‘good
weather’ item, ranked with the highest mean of 4.23 due to advantages of geographic
location, was followed by hospitality in Nha Trang, through local resident interaction
as well as the helpfulness of services staff. ‘Sharing information’ and tourism
attractions (beautiful natural landscapes) came next at 4.15 and 4.11, respectively. The
lowest mean, reasonable prices in Nha Trang tourist’s services and various activities in
recreation (opportunity to be close to nature), were both rated at 3.70. The other
categories such as tourism services, city environment, accommodation, food and
beverages, leisure and recreation, together with the trust between tourists and the host
had all scored means above 3. Thus, the Nha Trang tourism attributes have been
advancing progressively towards sustainable outcomes.
Table 4.1. Descriptive analysis of tourist perception of Nha Trang tourism
destination (Part 1)
Factors/Items
OVERVIEW OF THE CITY
9.1. Cleanliness
9.2. Good weather
9.3. Personal safety and security
9.4. Variety of signage for tourists
9.5. Hospitable conduct of local people
9.6 Vibrant urban atmosphere
9.7 Quality of health and medical services

Mean
(M)

Standard
Deviation(SD)

3.89
4.23 (1)
3.98
3.77
4.04
3.84
3.76

1.113
.930
1.099
.977
.981
.96643
1.045

TOURIST ATTRACTIONS
9.8. Variety of historical, cultural and architectural sites
9.9 Beautiful natural landscapes
9.10 Variety of special events and festivals
TOURISM SEVICES
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3.83
4.11(6)
3.83

.959
.891
.871

9.11. Convenient opening hours

3.72
3.89
3.70 (30)
3.79
3.77
3.94
3.82

.875
1.069
.999
1.115
1.022
1.025
1.064

3.75
3.95
3.82
3.89

1.044
.854
1.012
.997

3.77
3.98
4.03
4.02
3.87
3.80

1.003
.905
1.002
1.015
.988
1.011

9.28 Variety of challenging and exciting
outdoor trips

3.58

1.132

9.29. Opportunity to be close to nature

3.70(30)
3.73

.916
1.065

9.12. Courtesy of service
9.13 Reasonable price of local services
9.14 Hygiene and sanitary levels
9.15 Easy to access local transport
9.16 Accurate schedules
9.17 Good condition of transportation
FOOD AND BEVERAGE
9.18 Reasonable prices
9.19 Rich variety of restaurants and cafeterias
9.20 Varied menu in restaurants
9.21 High quality food and beverage
ACCOMMODATION
9.22 Reasonable prices
9.23 Effective management and customer services
9.24 Pleasant hospitality environment
9.25 Cleanliness of property
9.26 Standard furnishing of property
9.27. Use of modern, advanced technology
and information systems (e.g. reservation system)
LEISURE AND RECREATION

9.30 Opportunity for leisure and recreational activities

Scale: 1=Strongly disagree, 3=Neutral and 5=Strongly agree

Table 4.2. Descriptive analysis of tourist perception of Nha Trang tourism
destination (Part 2)
Factors/Items

Mean
(M)

Standard
Deviation(SD)

10.1 Nha Trang information is widely shared among
local people and tourists

4.15(4)

.953

10.2 I am happy to get information about local community
and Nha Trang tourism

4.18(2)

.986

10.3. I am satisfied with discussing issues related to tourism
in Nha Trang community with local residents

3.89

1.000

10.4. I like to speak to local residents about my experiences
from traveling to Nha Trang

4.07

.969

COMMUNICATION AND COLLABORATION
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10.5. I see commitment
among local residents responsible for tourism development

3.91

1.018

10.6 I see coordination and cooperation
between government authorities
and locals residents in tourism planning
10.7 Overall, I think local residents are satisfied with visitors
to their community
10.8. I have faith that this collaboration
will keep all our best interests in mind

3.94

1.007

4.13 (5)

.897

4.17(3)

.896

3.69
3.86
3.86

1.195
1.032
1.056

3.74 (18)

1.231

4.29
4.31
4.18
4.27
4.34
4.37

.856
.835
1.020
.875
.882
.901

TRUST BETWEEN LOCAL PEOPLE AND TOURIST
10.9 All locals are very honest when dealing with each other
10.10 The information provided by local residents is always reliable
10.11 I believe local residents embrace community’s welfare as well as
their own
10.12 Some locals try to exploit trading
TOURIST SATISFACTION
10.13 This trip provided special memories for me
10.14. Overall, I am fully satisfied with my visitation
10.15 I will return to NHA TRANG some day
10.16 It was rewarding with the price I paid for this trip
10.17 I will say positive things about NHA TRANG to other people
10.18 I will highly recommend NHA TRANG
to those who want to take a trip to Vietnam

Scale: 1=Strongly disagree, 3=Neutral and 5=Strongly agree

As can be seen in Table 4.2, most respondents were highly satisfied with their visit to
Nha Trang, giving a rating of over 4.0 for all satisfaction items. They were willing to
recommend Nha Trang to their friends, or to relatives who may consider visiting
Vietnam.
More significantly, to assess the construct validity of these six items of tourist
satisfaction, a factor analysis (principal components analysis (PCA) with a varimax
rotation was performed. The PCA results for the tourist satisfaction scale are shown in
Table 4.3. This variable was operationalised using the six scale items. The six items
yielded a single factor that explained 71.76% of the total variance. Factor loading
scores were moderately high, ranging from .810 to .877, with an eigenvalue of 4.306.
Cronbach’s alpha reliability coefficient was .917. This result was indicative in that this
scale was highly reliable, with the high internal consistency of tourist satisfaction
among the items, confirming that this scale was appropriate for measuring tourist
satisfaction of Nha Trang tourism attributes as a destination.
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Table 4.3. Principal Component Analysis of Tourist Satisfaction
Factor
Loadings

Factor/Items

Eigen
values

4.306

FACTOR: Tourist Satisfaction
It was rewarding with the price I paid for this trip
I will say positive things about NHA TRANG to other
people
I will highly recommend NHA TRANG
to those who want to take a trip to Vietnam
I will return to NHA TRANG someday
This trip provided special memories for me
Overall, I am fully satisfied with my visit

Variance
Explained
(%)

71.765

Cronbach’s
Alpha

.917

.877
.874
.865
.833
.820
.810

Exploratory factor analysis
Factor analysis is useful to test the construct validity of a scale in order to reduce the
items to a smaller number of dimensions. In other words, factor analysis groups items
that are highly correlated with each other. If the grouping of items measures one
underlying concept, then one factor should be extracted. A factor loading score for each
item should be greater than .40 for it to be considered significant (Hair et al., 2009).
The 42 items representing tourist perception of Nha Trang tourism were analysed
through principal components analysis (PCA) with Varimax rotation. For a clearer
understanding of the structure of the variables set, it is necessary to reduce the data set
to a managerial level (Field, 2009). Seven iterations of the factor analysis were
conducted. In each rotation, communalities were examined, then all items with a
communality <.2 were removed to improve clarity (Hair, 2010). On the final factor
analysis, the Kaiser-Meyer-Olkin (KMO) measure of sampling adequacy was .930 and
the Barlett’s Test of Sphericity χ2(496)=3784.665, p<.001, demonstrating that the
data were suitable for factor analysis. All 10 items with communalities <.2 were
eliminated, (9.1; 9.3; 9.4; 9.7; 9.8; 9.19; 9.22 in Tables 4.1; 10.9; 10.10; 10.12 in Table
4.2). As a result, only 32 items were examined in the final analysis.
The final results of the exploratory factor analysis are described in Table 4.4. Five
factors underlying tourist perception of Nha Trang tourism were examined by using
Kaiser’s criterion of eigenvalues>1: Factor 1 represents DESTINATION IMAGE, factor 2
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represents COMMUNICATION AND SUPPORT, factor 3 represents ACCOMMODATION, factor
4 represents LEISURE AND RECREATION and factor 5 represents HOSPITALITY.
Table 4.4. Results of Exploratory Factor Analysis for Tourist Perception
of Nha Trang
Factor
Loadings

Factors/Items

FACTOR 1: DESTINATION IMAGE
Courtesy of service
High-quality food and beverages
Easy to access local transport
Hygiene and sanitary levels
Convenient opening hours
Reasonable price of local services
Good condition of transportation
Varied menu in restaurants
Vibrant urban atmosphere
Beautiful natural landscapes
Accurate schedules
Special events and festivals
Good price for drinks
FACTOR 2: COMMUNICATION & SUPPORT

.755
.743
.736
.733
.721
.718
.695
.679
.606
.606
.602
.575
.507

I am happy to get information about local community
and Nha Trang tourism
I like to speak to local residents about my experiences
of traveling to Nha Trang
I see commitment among local residents
responsible for tourism development
I see coordination and cooperation
between government authorities
I have faith that this collaboration will keep
all our best interests in mind
Nha Trang information is widely shared among
with local people and tourists
Overall, I think local residents are satisfied
with visitors to their community
I am satisfied with discussing issues related to tourism
in Nha Trang community with local residents
I believe local residents embrace the community’s welfare
as well as their own
FACTOR 3: ACCOMMODATION

.744

Cleanliness of property
Effective management and customer services
Pleasant hospitality environment
Standard furnishing of property
Use of modern, advanced technology
and information systems

.787
.737
.732
.694
.562
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Eigen
values

Variance
Explained
(%)

Cronbach’s
Alpha

14.401

45.002

.944

3.088

9.651

.885

1.487

4.646

.922

.735
.729
.663
.719
.640
.633
.630
.623

Table 4.5. Results of Exploratory Factor Analysis for Tourist Perception of Nha
Trang (cont.)
Factor
Loadings

Factors/Items

FACTOR 4: LEISURE AND RECREATION

Eigen
values

Variance
Explained
(%)

Cronbach’s
Alpha

1.202

3.755

.834

1.064

3.326

.701

.787

Variety of challenging and exciting
outdoor trips
Opportunity to be close to nature

.741
.602

Opportunity for leisure and recreational activities

FACTOR 5: HOSPITALITY
.605
.574

Good weather
Good conduct of local residents

The first factor labelled DESTINATION IMAGE with an eigenvalue of 14.401 explains 45% of
the total variance in Table 4.4. This factor was derived from tourist perceptions of Nha
Trang as a destination amalgamation of nature, economy, society and infrastructure.
That Nha Trang is a good tourist destination is evident, from the thirteen items such as
good services, good food and drinks that were value for money. Cronbach’s alpha
reliability coefficient for the items that loaded highly on the first factor was .944. The
second factor, COMMUNICATION AND SUPPORT, with nine items including sharing
information between host and tourists, positive impacts by community support, and
government support, explained 9.65% of total variance with an eigenvalue of 3.088.
The third factor, ACCOMMODATION, with five items with an eigenvalue of 1.487 and 4.6
% of the variance such as cleanliness, good performance of management, good
amenities, technology. The fourth factor, LEISURE AND RECREATION, included three items
about leisure and recreation opportunities, scored 3.7% of total variance with an
eigenvalue of 1.202. The last factor is HOSPITALITY, pertaining to the two basic items
with an eigenvalue of 1.064, explains its 3.32 % of the total variance. Cronbach’s alpha
reliability coefficients for the items that loaded highly on these four factors were .855,
.922, .834, and .701, respectively. As all factors have a Cronbach’s alpha>.60, they are
adequately reliable for exploratory research and correlation coefficient analysis (Hair et
al., 2006).
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Correlation coefficient analysis
Correlation coefficient analysis is the simplest method of bivariate analysis for
determining the relationship between two variables. The application of Pearson’s
Correlation Coefficient here is to test whether the five factors mentioned are associated
with the tourist satisfaction factor. This result provided an overview of how these five
factors could be correlated to some degree: they are key factors leading tourist quality
of life in the destination of Nha Trang. As illustrated in Table 4.5, the result showed
that five factors were positively correlated to tourist satisfaction, as the t-test was used
to establish whether or not the correlation coefficient is significantly different from
zero (p-value of 0.05). Interestingly, the strength of association between COMMUNICATION
AND SUPPORT and TOURIST SATISFACTION was

among the highest (Pearson’s r = 0.613).

Table 4.6. Results from Pearson’s Correlation Coefficient

TOURIST

TOURIST

DESTINATION

COMMUNICATION

ACCOMMOD-

LEISURE AND

SATISFACTION

IMAGE

& SUPPORT

ATION

RECREATION

SATISFACTION

1.000

DESTINATION IMAGE

.183*

1.000

SUPPORT

.613**

.004

1.000

ACCOMMODATION

.237**

.071

-.008

1.000

RECREATION

.192*

-.017

.011

.039

1.000

HOSPITALITY

.194*

.029

-.002

-.004

.012

COMMUNICATION &

LEISURE AND

HOSPITALITY

* Correlation is significant at the 0.05 level (2-tailed)*
** Correlation is significant at the 0.01 level (2-tailed).

Although Pearson’s Correlation Coefficient application was used to investigate the
association of the five factors with tourist satisfaction, it does not indicate the relative
contribution of each factor to tourist satisfaction. Importantly, multiple regression
analysis (to be discussed shortly) is used to determine which of the five factors
(independent variables) were most important for explaining and predicting the level of
tourist satisfaction (dependent variable).
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1.000

Regression Analysis
A multiple regression was performed to examine the relationships between the five
tourist

perception

variables

(DESTINATION IMAGE, COMMUNICATION AND SUPPORT,

ACCOMMODATION, LEISURE AND RECREATION
SATISFACTION.

and HOSPITALITY) and the variable TOURIST

The first regression model focussed on the generally perceived level of

tourist quality of life in Nha Trang from only one factor. In turn, the second, third,
fourth and fifth models provided more detailed aspects of overall satisfactory rating by
tourists. The fifth stepwise regression analysis produced a combination of five factors
that could best predict the TOURIST SATISFACTION of Nha Trang destination because the
Adjusted R-Square showed that the model predicted 51.3 % of the total variance (see
Table 4.7).
Table 4.7. Summary of the regression models

Model

R

R Square

Adjusted R

Std. Error of the

Square

Estimate

1

.613a

.375

.372

.75655432

2

.659b

.434

.427

.72260972

3

.687c

.472

.462

.69987214

4

.709d

.502

.490

.68175801

5

.727e

.528

.513

.66600069

Durbin-Watson

1.815

a. Predictors: (Constant), COMMUNICATION & SUPPORT factor score
b. Predictors: (Constant), COMMUNICATION & SUPPORT factor score , ACCOMMODATION factor score
c. Predictors: (Constant), COMMUNICATION & SUPPORT factor score, ACCOMMODATION, HOSPITALITY factor score
d. Predictors: (Constant), COMMUNICATION & SUPPORT factor score, ACCOMMODATION factor score, HOSPITALITY factor
score, LEISURE AND RECREATION factor score
e. Predictors: (Constant), COMMUNICATION & SUPPORT factor score, ACCOMMODATION factor score, HOSPITALITY factor
score, LEISURE AND RECREATION factor score, DESTINATION IMAGE factor score
f. Dependent Variable: Overall TOURIST SATISFACTION

Given that the coefficients of the independent variables along with the standard error,
standardized coefficients, t-statistics, and collinearity statistics were shown in Appendix
A3, all variables entered in the regression model (DESTINATION IMAGE, COMMUNICATION AND
SUPPORT, ACCOMMODATION, LEISURE AND RECREATION and HOSPITALITY)

were significant (p-value

< 0.05 and the variance inflation factor (VIF)<3) in explaining level of tourist’s quality
of life in Nha Trang. Based on the maximum of absolute standardized regression
coefficients, COMMUNICATION AND SUPPORT were the most important independent variable
(positive relationship) with a standardized coefficient (β) of 0.612. The least important
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independent variable in the model was DESTINATION IMAGE with a standardised regression
coefficient of 0.161 (described in Appendix A3). The final regression model, was
developed in relation to unstandardized coefficients for independent variables, included
COMMUNICATION AND SUPPORT
RECREATION

(X1), ACCOMMODATION (X2), HOSPITALITY (X3), LEISURE AND

(X4), and DESTINATION IMAGE (X5) while the dependent variable (Y) was TOURIST

SATISFACTION.

More specifically, an equation presented the relationships between

independent variables and dependent variable as below:
Y = 0.49+ 0.583 X1 + 0.224 X2 + 0.181 X3 + 0.172 X4+ 0.166 X5
Overall, Nha Trang tourism has witnessed a great deal of tourist satisfaction. The result
of the final model of the regression analysis was described in Figure 4.1. The regression
results showed that Nha Trang tourism service quality is a significant predicator of tourist
satisfaction, and Nha Trang tourism service quality is positively related to tourist
satisfaction. Significantly, when COMMUNICATION AND SUPPORT (X1) is increased by a 1
point-scale, the dependent variable TOURIST SATISFACTION (Y) will increase by 0.49 points,
with everything else held constant.

0.583
0.224
SERVICE
QUALITY

0.181
0.172
0.166

Figure 4.1. The final model of the regression analysis
The results for managerial implications suggest that respondents with a higher interest
in sharing information, good host–guest relationship, good collaboration between
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government and local residents, high interest in more supportive in practising
responsible tourism in Nha Trang, and enhancing community well-being were more
likely to derive more pleasure throughout their visitation to Nha Trang.
4.2.2. From the local resident perspective
Previous review (Chapter Two) showed that a plethora of tourism impacts studies was
measured via questionnaire-based surveys of local residents, focussing on economic,
social, and environmental dimensions, as well as the overall QOL of local residents. As
these tourism impacts change resident QOL, the indicators of tourism impacts can both
represent residents’ perceptions of tourism impacts and reflect their living experiences.
Therefore, this study applied the model by Andereck and Nyaupane (2011) to consider
resident attitude and to evaluate the relationship between support for tourism
development and its perceived effects. Throughout this study, the researcher intended
to clarify the following issues from the local resident perspective: (1) to explore
residents’ perceptions of various economic, social, and environmental impacts of
tourism on the local community; (2) to investigate changes in the QOL for community
residents influenced by tourism impacts; (3) to gauge local resident’s support for
tourism development in Nha Trang, Vietnam.
Impact of tourism on QOL of Nha Trang residents
The 16 descriptive statistics analysis items in Table 4.8 derived through the literature
review and modifications to make them more applicable to the Nha Trang as a
destination, reflected of the perceived economic, socio-cultural, environmental impacts
of tourism development. A score above 3 indicates a local resident perception that
tourism will provide change for the better on the corresponding attribute, a score of 3
would be neutral, and a score below 3 indicates perceived change for the worse on the
attribute.
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Table 4.8. Descriptive analysis of the local resident perception towards Nha Trang
tourism impacts
Factors/Items

Mean

Standard

(M)

Deviation(SD)

Environmental Impacts
1. Quality of coastal environment

4.06

.855

2. Water quality

3.78

.855

3. Air quality

3.69

.920

4. Cleanliness

3.62

.892

1. Money generated by local businesses

4.17

.760

2. Employment opportunities

3.94

.805

3.Cost of living in the area

3.59

.806

4.Personal income

3.55

.844

5. Property value (cost of real estate)

3.42

.884

1.Community pride

4.25

.818

2.Conservation of local cultural assets

4.20

.782

3.Amount of entertainment opportunities

4.16

.792

4.Training opportunities

4.06

.769

5.Good relationship between residents and tourists

3.81

.830

6.Raising awareness of tourism in the community

3.76

.881

7.Personal safety and security

3.62

.850

Overall Quality of life of Local Residents

4.00

.865

Economic Impacts

Socio-cultural Impacts

Scale: 1=Strongly disagree, 3=Neutral and 5=Strongly agree

From an environmental perspective, respondents revealed that environmental impacts
on local people’s lives in Nha Trang were mostly positive. Specifically, as per the
highest mean score of 4.06, local residents stated that their life experience was
enhanced as tourism caused neither environmental degradation to people’s lives, nor
led to the disappearance of certain species of the coastal environment (SD=.855).
Residents found that local flora and fauna in Nha Trang were not disturbed by tourists.
Respondents were also positive on items such as ‘Water quality’ (M=3.78, SD=.855),
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‘Air quality’ (M=3.69, SD=.920), as those items showed that tourism did not lead to
overconsumption of local water and energy resources. Nonetheless, cleanliness of the
environment, considered to be one environmental benefit brought by tourism, recorded
with a mean score of 3.62, and a standard deviation of .892.
From an economic perspective, respondents strongly agreed that Nha Trang tourism
had provided economic benefits to local businesses through high investment,
development, and infrastructure spending (M=4.17, SD=.760). Furthermore, tourism
increases job opportunities for local people of Nha Trang (M=3.94, SD=.805). Hence,
they noted that tourism was a good chance to generate more income for Nha Trang
residents (M=3.55, SD=.844). However, respondents highlighted that Nha Trang
tourism growth and development were considered to influence the increasing cost of
living (M=3.59, SD=.806). Also, the cost of real estate in Nha Trang was regarded as a
vital item that impacted greatly on respondent’s living experiences (M=3.42, SD=.884).
Although outcomes were in both negative and positive directions, respondents revealed
that economic benefits of tourism outweighed the negative impacts.
From a socio-cultural perspective, respondents strongly agreed on several categories.
Tourism provided social leverage to enhance community pride via cultural exchanges
(M=4.25, SD=.818). Tourism was also regarded as an incentive for preserving
historical buildings and conserving natural resources with high mean scores (M=4.20,
SD=.782). Respondents asserted that tourism increased the availability of entertainment
(M=4.16, SD=.792). Respondents agreed that tourism encouraged training activities
within the local population (M=4.06, SD=.769). Additionally, they agreed that tourism
develops a good relationship between tourists and local residents (M=3.81, SD=.830),
and one social-cultural benefit brought by tourism was that local people’s awareness of
tourism development had risen (M=3.76, SD=.881). Tourism has favourably
contributed to sense of safety and security in Nha Trang that made local residents feel
that living conditions were better (M=3.62, SD=.850).
In terms of local resident perception of all level impacts of tourism, Table 4.8 shows
that the average mean score of the overall quality of life of local residents in Nha Trang
was surprisingly high (M=4.00, SD=.865). Half of the respondents expressed ‘strongly
agree’ at the personal level, indicating positive impacts outweighed any negative
impacts, which result in a very positive mean score. It is interesting to note that
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although indicating a negative impact, QOL registered the highest proportion indicating
the most positive level of benefits from economic, environmental and socio-cultural
dimensions.
To assess the construct validity through reducing the items into a small number of
dimensions that would be more manageable (Field, 2009), an exploratory factor analysis
(principal components analysis) with Varimax rotation was performed on these items.
The cut-off value of eigenvalues greater than 1 was used as a criterion to extract factors.
Cronbach’s alpha coefficients were calculated to evaluate the internal consistency. Any
individual item with factor loadings of less than 0.4 was eliminated to facilitate the
interpretation of the results.
Table 4.9. Results of Exploratory Factor Analysis for Local Resident perception
Factor
Loadings

Factors/Items

FACTOR 1: SOCIO-CULTURAL CONDITIONS
Community pride

.782

Amount of entertainment opportunities

.661

Conservation of local cultural assets

.648

Money generated by local businesses

.536

FACTOR 2: ENVIRONMENTAL CONDITIONS
Personal safety and security

.843

Cleanliness

.823

Quality of coastal environment (e.g. beach, space)

.600

FACTOR 3: ECONOMIC CONDITIONS
Property value (cost of real estate)

.752

Employment opportunities

.740

Cost of living in the area

.671

Eigen
values

Variance
Explained
(%)

Cronbach’s
Alpha

3.092

30.921

.658

1.500

15.004

.699

1.122

11.223

.603

Based on the factor analysis, the Kaiser-Meyer-Olkin (KMO) measure of sampling
adequacy was .750 and the Barlett’s Test of Sphericity χ2(45)=269.337, p<.001,
indicating

that the

data were

suitable for

factor analysis. All items with

communalities <.2 were eliminated. Detailed results of the exploratory factor analysis
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(EFA) for local resident perceptions of Nha Trang tourism development are reported in Table 4.9.
As can be seen in Table 4.9, given that highly loaded items and the common
characteristics of items were grouped together, ten items compiled in three factors
accounted for 57.0% of the variance. Coupled with an eigenvalue of 3.09, the first
factor labelled SOCIO-CULTURAL CONDITIONS explained 30.92% of the total variance. This
factor represented resident attitudes toward social and cultural changes in their lives that
could be induced by tourism development options. Cronbach’s alpha reliability
coefficient was .658 for the items that loaded highly on the first factor. The second
factor, ENVIRONMENTAL CONDITIONS, which included items related to physical changes due
to the possible influence of tourism within the community life, explained 15% of the
total variance with an eigenvalue of 1.500. Cronbach’s alpha reliability coefficients for
the items that loaded highly on the second factor were .699.
The third factor, ECONOMIC CONDITIONS, encompassed items related to tourism changes
through economic aspects, such as changes in employment, property value, and cost of
living. This factor explained 11.22% of the variance with an eigenvalue of 1.122.
Cronbach’s alpha reliability coefficients for the items that loaded highly on the third
factor were .603. Those factors are adequate for further exploratory research (Hair et
al., 2009).
When it comes to measuring changes in the QOL for community residents impacted by
tourism effects, the researchers compared the difference between local resident
expectations in the future and their perceptions/experiences toward community
conditions in Nha Trang. The respondents rated each item twice, first to express their
perceptions of the current state of each item, and once again to express how they would
feel tourism might impact each item in the future. The differences between these
ratings were compared by subtracting the score ratings of current conditions from the
tourism impact ratings, and were expressed as mean scores.
The statistical significance of the discrepancies between the scores has been examined
using the Paired-Samples T-Test (t-Test) and is shown in Table 4.10 (p<.01). First and
foremost, in terms of socio-cultural conditions, respondents felt the sense of
community pride (difference of - .633 on a 5-point Likert-type scale) would decrease,
and the conservation of local cultural assets (difference of – .622) would be degraded.
The influence of economic conditions in Nha Trang included both positive and
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negative impacts, for example, the perceived cost of living (difference of .541) will
increase thereby causing more pressure on their daily lives due to tourism development.
Despite such negative changes, they expected that property value (difference of .676)
would increase, cleanliness (difference of .352) would be better, and personal safety
and security (difference of .330) would improve. Even though there were some changes
in the quality of the coastal environment, employment opportunities, and money
generated by local businesses, these differences did not reflect significantly due to the
Sig t over .01 level (p>.01) illuminated in Fig 4.10.
Table 4.10. Changes of community conditions on QOL impacted by Nha Trang
tourism development
Experience (E1)

Factors/Items

Expectation (E2)

M1

SD1

M2

SD2

Community pride

4.4964

.81981

3.8633

Amount of entertainment opportunities

4.1591

.77980

Conservation of local cultural assets

4.2000

Money generated by local businesses

Sig t
M2-M1

(2-tailed)

.46937

-.63309

.000*

4.3030

.71983

.14394

.089

.78986

3.5778

.59182

-.62222

.000*

4.1556

.76164

4.3111

.64027

.15556

.050

Personal safety and security

3.6259

.85358

3.9568

.53664

.33094

.000*

Cleanliness

3.6259

.89502

3.9784

.57063

.35252

.000*

Quality of coastal environment (e.g. beach,
space)

3.6906

.92352

3.8777

.59540

.18705

.010

Property value (cost of real estate)

3.4179

.88682

3.9776

.67686

.55970

.000*

Employment opportunities

3.9493

.80439

4.1232

.69883

.17391

.044

Cost of living in the area

3.5865

.80836

4.1278

.72209

.54135

.000*

FACTOR 1: SOCIO-CULTURAL CONDITIONS

FACTOR 2: ENVIRONMENTAL CONDITIONS

FACTOR 3: ECONOMIC CONDITIONS

*

Statistically significant at the .01 level.

Generally speaking, in terms of resident living experiences in Nha Trang, the results
indicated that local residents appreciated not only the economic and socio-cultural
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benefits of tourism, but also the opportunity to express their concerns about some
economic, environmental negative consequences of tourism development. The results
also showed the positive changes in community QOL for respondents as a result of the
process of tourism development. The residents expected community QOL to be
improved due to the bright future of tourism development in their community.
Respondents expected economic conditions would be improved, and public facilities
would be diversified when tourism is developed. As for local people’s environmental
awareness and improvement in waste management; both are critical requirements for
tourism development. Implicitly, the results indicate a wide support of communities
for tourism development. This greater tendency toward local resident satisfaction with
Nha Trang tourism development can also be observed in the subsequent analysis, as the
principles of sustainable tourism development are highlighted as preconditions for
better community quality of life.
4.2.3. From the governmental official perspective:
According to the content analysis of the 30 interviews with governmental officials, a
deeper understanding of a people-centred approach can be developed to enhance
resident quality of life, and to deliver memorable tourism experiences. The following
interpretation is based on conversations that were coded into categories. To ensure
triangulation of the interpretation, recoding and multiple coding were undertaken and
reviewed by the researcher and supervisors. Essentially, verbatim quotes were used to
support and illustrate related categories. The seven subcategories that emerged from the
semi-structured interviews were grouped into two categories based on their similarities:
1) embracing the concept of sustainable tourism development and 2) responsible
tourism in Nha Trang (see Table 4.11).
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Table 4.11. Content analysis items (Part 1)

Categories/Themes

Embracing the concept of
sustainable tourism development

Responsible tourism in Nha Trang

Sub-categories/ Sub-themes
- Concept of sustainable tourism development
- The principle of sustainable tourism
- Obstacles to the implementation sustainable tourism
- Responsible behaviour

- Tourist satisfaction
- Authentic host–tourist interaction
- Community pride

Embracing the concept of sustainable tourism development
In this category, three subcategories, including the concept of sustainable tourism
development, the principle of sustainable tourism, Obstacles to the implementation
sustainable tourism were sequentially presented as below.
A majority of respondents stated that sustainability was imperative for tourism
development in Vietnam. The following comments provide examples of the perception
of sustainable development as seen by governmental respondents:
Sustainable development is a demand that all departments and units in Vietnam
tourism industry must strive for, and that ensures the long-term development (Int#8).
Sustainable tourism is perhaps the only way in the long-term for Vietnam, especially
Nha Trang tourist destination (Int#5).
For me, sustainable development offers a good way that has been consistently
identified between strategy, plans, and projects of action (Int#14).

Notably, many respondents demonstrated an initial understanding of the concept.
However, both local authority and central governmental respondents actually had
varied interpretations of the concept. This variation in understanding of the concept,
expressed by respondents with different positions and diverse views, is evident in the
following statements:
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In my opinion, awareness of sustainable tourism development up to now is very clear.
Everyone thoroughly understands the concept. Sustainable development is different
from growth; even if it is to ensure high standards in sustainable development,
growth can be equal to zero (Int#12).
Sustainable tourism development is associated with preserving tourism resources,
while protecting tangible as well as intangible assets in order to spread out the future
development of the tourism industry (Int#5).
In the Vietnamese context, the concept of sustainable tourism development not only
focuses on environmental protection, but also retains the local culture, ensuring
economic development, and equitable benefits for the stakeholders (Int#9).

Other respondents made further claims:
From my perspective, sustainable tourism development could be seen as a universal
process based on human factors to exploit the availability of tourism resources, but we
do not harm the resource through conserving cultural resources, and preserving
natural resources to retain the treasure for the future (Int#2).
… when it comes to high growth, this [sustainable tourism development] aligns with
the trade-off for temporary choice. Towards sustainability is a new way to
development (Int#12).

Accordingly, the emphasis on understanding principles of sustainable tourism
development is vital to comprehend the nature of the concept as perceived by the
respondents. Therefore, dimensions of sustainable tourism development were examined
with the governmental respondents. A further 27 respondents emphasised the tenet of
sustainable tourism development associated with the triple-bottom-line comprising
environmental, societal, and economic integrity, with statements such as the following:
I suppose that the triple-bottom-line still is a critical view on holding the sustainability
in any tourist destination in Vietnam as well as around the world (Int#23).
The aim of sustainable development is to balance the three pillars of sustainable
tourism comprising environmental, societal, economical aspects, which are developed
evenly and harmoniously (Int#9).
Basically, the common opinion on sustainable tourism development in Vietnam's
tourism development is how to be able to meet tourist demand of the present without
affecting the needs of the future generation (Int#30).
Regarding sustainability, consisting of an overall balance of natural factors, socioeconomic factors, its process ensures shared benefits among all participants in any
tourist activity (Int#12).
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The economic dimension of sustainable tourism development was noted and discussed
by a total of 28 respondents, and two main elements were identified from their
discussions. Firstly, sustainable tourism development aims to maximise economic
growth for Nha Trang, through prioritising large-scale mass tourism in order to
generate greater foreign direct investment and foreign exchange. Some evidence, noted
by 11 respondents, follows:
For me, first and foremost, the aim is to economic effect. Therefore, being an
economic industry, tourism should be managed within the framework of the economic
sector, rather than being a part of culture development… Moreover, when setting
forth a vision of sustainable tourism development, it is imperative to create economic
factors toward dynamic development which, alongside tourism management, might
also economically stimulate the aggregate industry (Int#21).
From an economic perspective, when local people are interested in finding a job in
tourism businesses, the businesses and investors will mobilise the local labour force to
work for many resorts and hotels. That means local people do not have to go
elsewhere to find jobs with stable income...people chatted that without Russian
tourists visiting the Dam Market for handicrafts, the market would not survive (Int#
14).

The second element associated with the economic dimension of sustainable tourism
development related to improving the quality of life within the local community. This
was identified by a total of 16 respondents. The term ‘quality of life’ in this context
implied some direct measures of local residents’ well-being. With an increase in
income, individuals’ demand for goods and services increases, this in turn either
directly or indirectly improves the quality of life. Comments from both central and
local officials included statements such as:
In the economic aspect, we must consider a need to assess the economic impacts,
determine whether the priority of development will bring benefits to local
communities and minimise the impact negatively on the quality of life. For example, a
tourism development project might lead to side effect consequences. We need to
justify that costs of infrastructure for tourism do not outweigh benefits to local
residents (Int#25).
Tourism brings economic benefits to the people. Let me take for example, when local
residents get 1 USD via trading with tourists, it means that residents obtain a value
which accounted for creativeness embedded in products and services provided, rather
than a $ 1 tip for the people (Int#1).
So local people take income from tourism activities like this, this income is much better
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than that from other industries such as agriculture and fishery (Int#13).

A socio-cultural dimension was the second most frequently cited aspect of sustainable
tourism development, discussed by respondents, mentioned by a total of 20 out of 30
interviewees. Tourism activities were understood by these interviewees as impacting
the socio-culture aspects in two ways: tourism can be a tool for preserving traditional
culture; it can also lead to disruption of culture. On the positive side, tourism
development creates a good opportunity for both local people and tourists to interact.
Tourism also constitutes cross-cultural forms, including the exchange of views and
opportunities to practise other languages. On the negative side, this dimension
encompasses sentiments concerning the negative impacts of tourism and exposes a
desire to protect local social-cultural resources, including culture, interpersonal
relations, well-being, and social norms and traditions. Comments from respondents
include the following:
The concept of sustainable tourism development was also considered to support to
enhance environmental and cultural sensitivity, along with understanding resources’
vulnerability (Int#7).
Regarding social impacts, the aim is to promote a generation of better-paid
employment, jobs that are enriched with local knowledge, and skills thereby creating
an overall improved standard of living and fair distribution of benefits among the
community… As for cultural impacts, we need to encourage tourist behaviour to
respect cultural values through promoting a design that is compatible with national
and local heritage, character and identities (Int#25).
Enhancing tourism development is a way to maintain and strengthen the quality of life
of local communities through improving resources distribution, and avoiding any
degradation or exploitation (Int#22).
In fact, sustainability is ideal in theory. We need to understand the real situation based
on the perception of local people … I guess it is subjective benefits …When tourism is
helping to enhance the quality of local communities, benefits of local people who live
less on tourism should be highlighted… It is necessary that tourism impacts have
contributed to social affairs such as the construction of electric power, highway,
stations (Int#18).

Defining sustainable tourism development according to its environmental dimension
was the third most frequently cited aspect, noted by a total of 25 respondents.
Perceptions of tourism development among local authorities and local residents were
more broadly concerned with the environmental impacts of tourism on the city.
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Respondents indicated that the goal of sustainability remained one of reducing
environmental degradation. Typical quotes follow:
To the best of my knowledge, the idea of tourism development is aligned with
respecting ecology surrounding us…I believe that the direction of sustainable tourism
development is associated with sustainable energy. This notion will grow very strongly
in Khanh Hoa (Int#15).
Well, just recap that the nature of sustainable tourism leads to the tourism benefits for
the environment and the local community in both short-term and long-term without
causing harm to diverse resources. However, sustainable tourism is also facing a
number of challenges. I have identified a number of challenges for sustainable tourism
in Nha Trang city, Khanh Hoa thereby giving some policy proposals and methods to
enforce this policy in Nha Trang (Int#22).
In terms of environmental impacts, it is essential to maintain conditions of biodiversity
for next generations at certain places along with a scale and pace of tourism
development that can be managed for long‐term impacts; that is why environmental
impact assessment is basically analysed in cost‐benefit relation (Int#25).
Tourism is inherent with characteristics of economic, social, and environmental
development. When engaging in tourism, tourists are encouraged to consume
environmentally friendly products (Int17).

However, some acknowledged obstacles related to putting such tourism into practice,
given that environmental protection was sometimes considered mutually exclusive of
broader economic goals. Some respondents felt there was a gap between theory and
practice in sustainable tourism development principles, tourism policy, and
strengthening the role of stakeholders and their capabilities, as reflected by the
following comments:
The principle of sustainable development is based on harmony, and compromise
between the natural elements and society, and immediate goals and long-term goals
(Int#8).
There is limited knowledge and lack of experience of the full extent of tourism’s
potential impacts, particularly at the local level (Int#28).
I am in favour of the definition of sustainable tourism of the World Tourism
Organization of the United Nations, which focuses on the importance of closer
collaboration between stakeholders, especially political elites (Int#9).
In my opinion, the notion of sustainability should focus on its implementation. So that,
who undertakes objectives of sustainable development, whoever manages the process
of development, all that must depend on the human factor (Int#16).
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Although we advocated consistent orientation of policy toward sustainable
development, the results appeared limited. I think that the process of implementation
depends on a lot of different factors. Actually, the tourism industry alone is unable to
manage and undertake effectively all the activities of tourism (Int#17).

Responsible tourism in Nha Trang
Throughout the in-depth interviews with governmental officials, there were four
subcategories emerged: 1) responsible behaviour, 2) tourist satisfaction, 3) host–tourist
interaction, and 4) community pride, as explained below.
A number of respondents asserted that responsible practices of tourism development in
Vietnam had been highlighted as a way of operating sustainability. In other words,
responsible tourism is an appropriate form to embrace sustainability through creating
tourist experience without degrading the values of tourism resources. Some
respondents’ comments follow:
Actually, I think sustainable tourism development and responsible tourism are just
buzzwords when explaining the future of Vietnamese tourism. To me, this is a perfect
realisation of vision (Int#28).
In my opinion, the concept of responsible tourism has emerged among Vietnamese
stakeholders, including local people, in response to the perceived lack of sustainability
and competitiveness the sector is facing now (Int#18).
Responsible Tourism is considered as a type of tourism in which the responsibility of all
stakeholders concerns economic, societal and environmental perspectives (Int # 9).
Dialectically speaking, sustainability is inherently consistent with responsible tourism.
Only responsible practices can make sustainability. In turn, the only way of doing
sustainability is to make responsible actions (Int#10).

To confront the challenge of a global consumer society, it is necessary to reconsider
customer behaviours and attitudes in tourism in order to protect the environment, and to
maintain unique values of heritage around the world. Hence, there is a shift of
responsibility towards individuals, organisations, and businesses in tourism, as
illustrated in the following responses:
.., tourism is identified in the form of consumer goods and services, thus affecting
directly or indirectly the business opportunities and jobs. So tourism makes changes in
consumption patterns. Tourism development has a positive impact as well as a
negative one on consumption patterns (Int#27).
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In our society, there is a lack of environmentally friendly behaviours to consume
products. That is hard to achieve sustainability. People sometimes do not realise that
there is a problem with their behaviour when meals are packed in plastic containers
and plastic bags, and then they throw them away as litter. Therefore, a need for
substantial and radical actions for sustainable tourism development is first and
foremost (Int#12).
Now the tourism industry is facing global challenges. However, this is also an
opportunity for Vietnam tourism development to embrace responsible tourism so as
to retain sustainable growth in the future (Int#9).
Sustainable tourism development is a process that does not only require the
responsibility of businesses, governments at all levels, but also entails the
responsibility of the local people in the whole country (Int #25).

For the Nha Trang tourist destination, many respondents suggested that tourism
development has been economically driven by political and/or financial interests, led
by the central and local government as the dominant stakeholder in the development of
Nha Trang tourism. This was noted by 14 of 30 respondents:
Tourism contributed a significant proportion of the local budget. For me, the priority
was given to economic growth and job creation, along with sustaining environmental
and cultural heritage conservation. Tourism orientation now is associated with
favouring mass tourism because of the need for a greater foreign direct investment
and foreign exchange (Int # 28).
Regarding political leaders, it seems to me that is vital to address…by how to reach the
sustainable tourism development (Int # 9).
… The role of local governments is very important when using many managerial tools
such as planning and strategic planning, action plans, along with taxes, a collection of
fees, ... in order to boost local economic development and environmental protection in
Nha Trang tourism (In# 24).

Tourist satisfaction was another dimension mentioned by a total of 14 interviewees. In
relation to tourists, importance is placed on whether or not attractions and experiences
meet their expectations of value for money. The element of a memorable tourist
experience was vital to the Nha Trang tourism industry as a memorable experience is
inherently linked with the tourists’ choice of destination, tourists’ consumption of
products and services, and their decisions to return. Respondents indicated that if
tourists are satisfied with a destination, they will also be motivated to revisit. This
perspective was captured in the following responses:
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Tourist expectations are shaped prior to departure for the holiday. It is important to
achieve and where possible exceed tourist expectations (Int#1).
The purposes [of tourism development in Nha Trang] are aimed at influencing an
individual tourist to commit his leisure time and his disposable income to visit Nha
Trang (Int#6).
Tourist satisfaction can impact tourists by extending the length of stay in a
destination…. So there is a need for maintaining a high level of satisfaction of visitors
and ensuring to provide rewarding experiences… (Int# 5).

At the heart of host–tourist interaction, there is a need to embrace authenticity, rather
than to select products or attractions that are mere imitations commoditised. When
travelling to Nha Trang, tourists desire an authentic experience with attractions that
primarily relate to the natural physical environment and the unique culture (KHPC,
2007; GOV, 2002, 2011). This requires the tourism industry to provide travellers with
“real” or “authentic” cultural and nature-based experiences, instead of contrived,
manufactured experiences. Once the tourists realise that these experiences are genuine,
they are likely to embrace a truly authentic experience. Hence, authenticity should be
addressed in an appeal for future tourists:
Most tourists are attracted to Vietnam because it is more unspoiled and less touristy
than other neighbours such as Thailand. They want to experience authenticity (Int#28).
Nha Trang has a number of baths or hot springs. Nha Trang resort should be attached
to the hot spring bath… in the morning… to swim, in the afternoon… mud bath... There
are three key mineral springs, including, Thap Ba Spa Resort, guest’s hub for domestic
and foreign customers ...They can be developed as a resort, relaxing experience for
Nordic customers ... (Int# 14).

Although many respondents considered the importance of understanding the reactions
of tourists’ choices and perceptions, they additionally addressed the attitudes and
actions of local residents to promote a sense of identity throughout host–tourist
interactions. Sense of identity coinciding with the sense of belonging, can be
represented, interpreted and potentially transmitted through performances to outsiders,
as reflected in the following comments:
… Actually, Vietnam possesses world-class tourist attractions such as Da Nang, Hue, Ha
Long, and Nha Trang. Many of these attractions reflect the long history and diverse
culture throughout the country, but the scenic backdrops at tourist sites provide an
added value that must be preserved (Int#6).
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As well as basic services, tourists should be motivated to visit Nha Trang by sea,
islands, sea food, scuba-diving,.., there is an increasing discussion about the sense of
identity of the culturally and naturally based spaces in Nha Trang... Visitors should
leave feeling lucky to have been to such an extraordinary place. The perception of the
tourist can be influenced by stimulating audio-video description. Noticeably, the
interaction between tourist and community heightens the more perceived levels of
demand from the tourist, so more services can be provided (Int#1).

Interestingly, a number of respondents went on to note that during tourist visitation to
Nha Trang, the interactions and behaviour changes of stakeholders gradually shape the
ethical responsibility of both tourists and local residents:
More interestingly, local people are confident in exchanging with visitors about the
values of landscapes and natural beauty of Nha Trang. They become a guide for
visitors. Thus, they have interacted with tourist to shape tourist memorable
experiences, sharing culture identities and knowledge with tourists (Int#17).
For both international and domestic tourists, wherever they are from, whenever they
travel to Nha Trang, they always get a good impression of the quality of services
through professional attitude, friendly and honest manner (Int # 28).
It is important that tourists learn about the uniqueness of the local culture in order to
act appropriately to conserve the environment (Int# 22).
For the traveller's responsibility, they need to be aware of environmental protection as
well as enhance tourist experience and positive perception of environmental
protection (Int# 10).

Not surprisingly, respondents went on the emphasis that the role of local people is a
significant factor in sustainable tourism development through promoting a sense of
identity. Notably, local people are equally distributed incomes yielded from tourist
expenditure, in line with encouraging intergenerational equity within community life.
As a result, the interaction between tourists and local people will help foster local
cultural identity, as stated in the following comments:
Among factors impacting on Nha Trang tourism revenue, the role of local people was
highlighted to achieve tourist satisfaction...I am very excited to calculate the total
revenue of tourism in Nha Trang. Because of its leveraging tourism income throughout
Nha Trang society, the income was diffused from taxi driver, fruit and vegetable sale
man, street vendor…(Int#19).
When it comes to Nha Trang, outsiders always get a sense of local hospitality, warmhearted, enthusiasm, friendliness, along with many landscapes such as beautiful bays,
gorgeous beaches. It is perfect for the enrichment of the myth of Nha Trang (Int# 1).
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We need to find out which the feature of Nha Trang tourism, such as customs and
social norms which attract tourists to arrive, along with adopting modernisation in
lifestyle to enrich local culture. For example, playing traditional chess and organising a
unique festival where local people and visitors can enjoy. If we investigate traditional
events ... we will attract plenty of visitors to Nha Trang (Int#13).

Respondents argued that attempts to share knowledge and to provide goods and
services for tourists are consistent with building community pride in each community
group. Because community pride is linked with good feelings and good emotions that
local residents perceive from assets surrounding a destination. Interestingly, good
feelings and good emotions are transmitted from person to person, rather than crafted
from modernised infrastructure and facilities. This is shown in the following
comments:
If tourism development has provided jobs, then the development also makes a positive
impact on social stability, …, Perhaps, the impact by tourism help to get more local
cohesion among the community. This consolidates uniformity and local pride through
offering art products and handicrafts to tourists (Int#27).
Currently, numbers of Hanoians have invested in the apartment building in Nha Trang,
and some live there. And more and more elderly spend the rest of their life in Nha
Trang because the weather is good, the price of living is low, the land is cheap, and
there is... fresh seafood. Good quality services (Int#14).
Moreover, I often perceive a pride of Nha Trang when participating in every single
seminar on investment. Apart from this reason that the investor tries to get profit, you
know; during my talk, I find nine out ten people have decided to choose this land for
investment to enjoy the very peaceful environment in Nha Trang. It is really an
invaluable resource. I could say when talking about Nha Trang destination, it can be
seen as a combination of "Clement weather, favourable terrain, and concord among
the people." That is the key point (Int#19).

They further asserted that this pride could not only be simple manifested by a sense of
identity but has to be strengthened in public communication processes. More critically,
pride represented as an emotion of destination stakeholders is derived from appraisals
involving actual successes of tourism development, leading to distinct behavioural and
social outcomes that serve to benefit the community through social interactions. This is
elucidated by the following comments:
..., we promote the role of local communities as the owner of the marine tourism
resources; assist them to become the key stakeholder to create memorable tourist
experience (Int#23).
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Good product, warm welcome from the whole community, safety and security, a
positive image, and value for money are all elements that have to be in place before
promotional activities for sustainable development (Int # 6).
More importantly, at a public meeting, I found that willingness to contribute funds for
local social affairs. That is incredible, because previously it was very difficult to collect
money. Better people's living standards were recognised thanks to the provision of
tourist services and products that generated better income (Int#19).
…The current tasks require maintaining a high level of satisfaction of visitors and
bringing their rewarding experiences, along with raising their awareness on issues
related to sustainable development and responsible behaviour (Int # 5).

It emerged that the negative socio-cultural impact of tourism was caused by growing
number of tourist arrivals. While tourism is credited with generating new income in
Nha Trang, it is also seen as generating commodification of tradition and rituals, and
demonstration effects. A comment is illuminated as follows:
In essence, there are some negative impacts on the process of sustainable tourism
development in Nha Trang, because local culture is assimilated as local residents enjoy
outrageous behaviour of international travellers. When international travellers enjoy
the charms of the destination, some of them are likely to display unconscious
behaviours such as over drinking, cannabis, etc.... this has caused the increase negative
social impacts in destinations such as usage of drugs and prostitution (Int # 22).

From these responses from central and local authorities, it may be concluded that while
a number of respondents have an understanding of the sustainable tourism development
concept and its implication for a human being, there is a divergence of how the notion
has been translated into action within the context of Nha Trang. In addition, many
respondents consider tourism impacts as important factors for tourism destination
development, and the implementation of sustainable tourism development principles. It
is critical to embrace the term sustainability, thereby expanding economic growth in the
destination as a domain approach, along with reducing environmental degradation and
preserving traditional culture. However, almost all stakeholders pointed out that the
term sustainable tourism development has become overused among scholars and
practitioners, leading to a different understanding of its implementation. In other words,
as the term is so broad and complex, there remains a gap between ideal and real in the
implementation of sustainable tourism development principles.
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Many respondents asserted that based on the principles of sustainable development,
practicing responsible tourism is aligned with enhancing Nha Trang well-being of
community because the key role of local residents is to provide deeper meaning,
namely a sense of identity in travel experiences. Beyond opportunities to obtain
financial support for the local community or environmental projects or volunteer
opportunities, such feelings and emotions could be transmitted from person to person,
rather than appearing in infrastructure and facilities. Through host–tourist interaction,
community pride is shaped to engender responsible behaviour and moral responsibility
that serve to beneﬁt the community.
4.2.4. Discussion of Research Question 1
The first research question (RQ1) guides the investigation of a people-centred approach
to sustainable tourism development in Nha Trang, Vietnam. That seeks how to deliver
memorable tourist experiences, and enhance residents’ quality of life in Nha Trang. As
outlined in Chapter Two, a people-centred approach is based on tourism development
principles and practices in relation either to ‘making better places for people to live in
and better places for people to visit’ (Goodwin, 2009, p. 12) or to ensuring that ‘a nice
place to live is a nice place to visit’ (Uysal et al., 2012, p. iii). A key aspect of this
investigation, before attempts could be made to investigate RQ1, was that both the
qualitative and the quantitative data reflected the process and outcomes of this
sustainable tourism development in Nha Trang through the three functions
(convergence, complementarity, and expansion) of mixed methods. An analysis of both
the quantitative and qualitative findings from the key stakeholders – tourist, local
residents, and governmental officials – suggests that the need to shape responsible
tourism is vital to a people-centred approach to sustainable tourism development in
Nha Trang (See Figure 4.2).
Firstly, the findings from destination stakeholders related to tourist satisfaction provide
insights into a people-centred approach to sustainable tourism development. Tourist
satisfaction, a significant element that reflects the good destination image in the minds
of tourists, induces consumption of services and products and generates repeat business
and loyalty (Bigné, Andreu & Gnoth, 2005; Bowen, 2001).
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Quantitative study
Perspectives

Tourist

Local Resident

Qualitative study

Authority

Applied function
of mixed methods

Issues

Delivery of
Memorable
Experience

- Tourist satisfaction
+ Good communication
and support for
tourist,
+ Good image
+ Good accommodation,
+ Hospitality of local
residents
+ Variety of leisure and

- Tourist satisfaction
- Providing good quality
of goods and services for
tourists

Convergence

- authentic host–tourist
interaction

recreational activities

Resident
Quality of life
Enhancement

- Embrace responsible
behaviour
- Share community pride

Complementarity
and Expansion

- Positive impacts
in environmental,
economic and
and socio- cultural
conditions,
including
community pride,
conservation of
culture, safe and
security,
cleanliness,
property value,

- Positive environmental
impacts
- Positive economic
impacts
- Positive socio- cultural
impacts

Convergence

- Cost of living

- Minimise negative
Complementarity
economic
and Expansion
environmental, sociocultural impacts
- Responsible behaviour
- Share community
pride
- Embrace the concept of Expansion
sustainable tourism
development
- Responsible Tourism in
Nha Trang

Figure 4.2. A combination of quantitative and qualitative studies related to RQ1
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As shown in Figure 4.2, local authorities and tourists were asked to gauge tourist
satisfaction in relation to sustainable tourism development in Nha Trang. The
qualitative and quantitative data converged when a great deal of satisfaction revealed
by the tourist inquiry questionnaires surveys paralleled the overall satisfaction that
tourists obtained memorable experiences in Nha Trang, as evaluated by government
official interviews. The results indicated that, throughout their visitation to Nha Trang
tourists, were significantly engaged with five key factors: good communication with
stakeholders at a destination, helpfulness of local residents, variety of leisure and
recreational activities, good accommodation, and a good image of Nha Trang tourism.
With regard to complementarity and expansion of qualitative data, respondents
perceived that implementation of sustainable tourism development principles is
important for tourist satisfaction through consistent commitment to delivering
meaningful experiences to tourists. Tourist experiences of destination showed that the
level of tourist satisfaction could vary based on previously established expectations.
Once visitors have gained more experiences than expected, they are more likely to be
satisfied with their trip (Reisinger & Turner, 2003). More importantly, through
authentic host–tourist interaction, efforts of related stakeholders to share their
knowledge and to provide goods and services for tourists are consistent with building
community pride among the local community. Fundamentally, community pride is
linked with good feelings and good emotions that local residents perceive from assets,
values, and beliefs surrounding a destination. Notably, community pride is substantially
transmitted from person to person, rather than crafted from modernised infrastructures
and luxurious facilities. Community pride can be interpreted and potentially shared
through performances for tourists, as reflected in the following comment:
Whenever the tourists were satisfied, authenticity was realised through consistent
interaction. These spiritual values were widespread. Again, the spiritual value is based
on tourists’ sublimation, and a higher level of satisfaction (Int # 1).

The findings also revealed that local authorities are concerned with levels of tourist
satisfaction as a priority in developing and managing strategies for the destination. The
potential for the economic contribution of tourism development from tourist
expenditure and the local income received by local residents undoubtedly diffuses
within the local economy. Observing that economic benefits from tourism often did not
reach the host community in large quantities, authors such as Mathieson and Wall
122

(1982), and Lea (1988) claimed that if the value of touristic development has not been
yielded by the local people, tourism becomes unsustainable. As a consequence,
principles of sustainable tourism development have been consistently highlighted in
order to reconcile the tensions in the three areas in the triangle (economic,
environmental and socio-cultural), towards a long-term equilibrium. This leads to
useful implications in the Nha Trang context.
According to the literature review (Chapter Two), a people-centred approach puts
people at the central of sustainable tourism development. Therefore, stakeholder groups
were asked to assess the quality of life of the community with regard to sustainable
tourism development. Essentially, quality of life measurement is already well
developed as a fundamental indicator for examining community support for sustainable
tourism development and for different types of tourists, based on tourism impacts
perceived by local residents (Andereck & Nyaupane, 2010; Andereck & Vogt, 2000;
Marcouiller, 1997; Moscardo, Konovalov, Murphy & McGehee, 2013). It is evident
that the concept of quality of life is broadly and socially embedded in both objective
and subjective factors (Flora, 2004; Uysal et al., 2012; Moscardo et al., 2013). In this
mixed methods research, it was necessary to consider tourism impacts as important
factors either demonstrating resident perception of tourism development or reflecting
the degree their living experiences were affected by tourism.
In response to a demand for enhancing the quality of life of community in Nha Trang,
as illuminated in Figure 4.2, the finding revealed that, in terms of economic benefits, a
convergence was particularly essential within the implementation of sustainable
tourism development principles when both authority and local residents held similar
perceptions of the tourism development. Accordingly, both stakeholder groups
considered the implementation of sustainable tourism development principles to be
aligned with maximising economic benefits for Nha Trang stakeholders, particularly in
improving the quality of life of the local community. These views were also evident in
the relevant literature (Andereck & Jurowski, 2006; Costanza et al., 2007; Jurowski,
1994; Liu, 2003; Tosun, 2001; Getz & Timur, 2005; Liu et al., 1987). However, in
Nha Trang, the issue of cost of living was addressed as a result of the increasing
tourism growth over time. It was found that the cost of real estate in Nha Trang was
regarded as a fundamental factor with a strong impact on resident’s living experiences.
The complementarity of this qualitative data recognised an emphasis on minimising the
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negative economic impacts associated with entailed long-term balancing of all
influences in policies. One respondent stated that:
As for in-depth tourism development policies, for over a decade, the increased
revenue from tourism has been seen as a fundamental motivation to contribute GDP.
Now there is much talk about shifting tourism policies from breadth to in-depth
development. As such, the development implies elements of modernisation which
could be witnessed in the quality of life enhancement. For me, the modernisation not
only comes to infrastructure, amenities such as luxurious hotel construction, airport,
transportation, station,… but also modernisation changes lifestyle into industrial life of
the community and underpins a way of capturing a new lifestyle (Int#13).

This finding was consistent with the literature on economic sustainability, as noted in
Chapter Two, equal economic distribution or intergenerational equity, social justice and
the ethical values were frequently addressed in the long-term destination development
(Mason, 2008; Murphy & Murphy, 2004). Following these economic impacts, the
environmental impacts were commonly identified by both authority and local resident
respondents. Recently, the life experience of local residents has been enhanced as
tourism neither causes either environmental degradation to the people’s lives nor leads
to the disappearance of certain species from the coastal environment. Nonetheless, from
the tourist perspective, cleanliness of the environment, local water and energy resources
protection were considered to be vital factors in choosing their tourism destination. For
complementarity and the expansion of qualitative data, respondents observed that the
carrying capacity of the Nha Trang destination allowed for the increase in a number of
tourist arrivals in the early stage of life cycle. The main concern is coupled with a
challenge of how to minimise the negative impacts of tourism on the coastal
destination. The findings confirmed that the issue of environmental sustainability had
been considered as one of the environmental problems caused by tourism (Palmer &
Riera, 2003; Zubair, Bowen & Elwin, 2010).
As well as being a viable condition to enhance the well-being of the community,
sustainable tourism development has another dimension perceived by authorities and
local residents, associated with socio-cultural impacts. The social and cultural
dimensions of sustainable tourism development encompassed several factors including
interpersonal relations, social norms and traditions, living conditions, beliefs of and
values to the stakeholders of the tourism place (Boksberger, 2007; Costa & Ferrone,
1995). As far as quality of community life is concerned, a discourse surrounding the
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relationship between tourism and socio-cultural changes focuses on the socio-cultural
impacts of tourism, and the host–guest relations (Andereck & Jurowski, 2006;
Costanza et al., 2007; Jurowski, 1994). In this light, both authority and local resident
respondents held similar views on the socio-cultural dimension of sustainable tourism
development as a key part of transformative capabilities towards the well-being of the
community. This is due to a convergence of the quantitative and qualitative findings
that highlighted key socio-cultural conditions, such as a number of entertainment
opportunities and the conservation of local cultural assets. Above all, it is the
significance of community pride which can foster a sense of local identity.
Furthermore, complementarity and expansion of qualitative findings demonstrated a
deeper understanding of socio-cultural dimensions, namely a diffusion of community
pride. Throughout socio-cultural activities, pride is generally seen to be a positive
impact, engendering ethical behaviour and/or moral responsibility that benefit the
community. Interestingly, causality was drawn between community pride and ethical
practice of tourists, thereby encouraging the responsible behaviour of tourists. One
respondent stated that:
As with tourists, they have a deeper understanding and complying with local norms,
conscious energy saving. Then, they are willing to participate in the environment with
a sense of environmental protection, and respecting indigenous culture (Int # 30).

At the same time, one respondent highlighted the moral responsibility of tourism
businesses towards host environments and societies, as community pride motivates
tourism stakeholders to be more proactive and more responsive, thereby establishing a
resilience platform in the community:
…Businesses should share more social responsibility through supporting local people in

finding employment, vocational skills training, and enhance the quality of life of the
community (Int # 15).

It was also found that respondents paid attention to negative socio-cultural impacts that
occurred due to uncontrolled tourism development, leading to a loss of cultural identity,
the commercialisation of culture, and some undesirable demonstration effects. Loss of
authenticity might happen if there is an influx of tourism providers from other regions
to Nha Trang, entering the tourism industry to offer local products without knowledge
of local cultures and traditions. Macleod (2013) discusses the term ‘cultural
configuration’ which involves intentional manifestations of values, norms and lifestyle
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only present in certain dimensions. It is necessary to differentiate what local residents
want to offer from what tourists want to enjoy.
All the quantitative and qualitative findings significantly answer RQ1 in both breadth
and depth of understanding of a people-centred approach to sustainable tourism
development in Nha Trang. A people-centred approach needs to be aligned with the
tenet of sustainable tourism in order to encourage tourism development in ways that not
only entail delivering memorable tourist experiences, but also inﬂuence local residents
to embrace a positive perception of the tourism impact on their sense of well-being.
This contributes to the life satisfaction of both host and guest. Hence, a new
contribution of investigation is found through a deeper relationship between the
perceived impact of tourism and satisfaction with life domains of host-guest in the
destination community to respond to challenges inherent in merging memorable tourist
experience realisation with the quality of life of residents. It can be argued that this
result contributes a framework for going beyond memorable tourist experience
demands to achieve sustainability goals that ensure the successful quality of life of
residents.
It was also noted that the triple-bottom-line aspects are generally well understood by
authority respondents. They embrace the sustainable tourism development concept
because it is necessary for Nha Trang to balance the objective of achieving
environmental and socio-cultural benefits while continuing to achieving economic
gains. However, of those that were aware of the concept, some were of the opinion that
the concept was a topical issue used by governments and tourism industry bodies. This
had an impact to interpret as there are various dimensions or aspects of the concept
including economic, environmental and socio-cultural aspects.
A further issue raised in the study was that the implementation of sustainable tourism
development principles is problematic. In other words, as the term sustainable tourism
development is so broad, a mismatch was identified between ideal and real in the
implementation of the principles. This also reflects that the relationship between
sustainability and tourism development is extraordinarily complex.
This complexity is derived from a large and multifaceted industry that has many
divergent stakeholders who encompass many heterogeneous practices and purposes. It
is due not only to a lack of a common understanding of sustainable tourism
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development amongst destination stakeholders can lead to confusion in its
implementation, but also to a lack of an ethical manner to utilise the collective
knowledge assets of the destination all stakeholders to ensure the sustained viability
and success of the destination. The findings also reveal that there is a need to work
more on the moral responsibility, while implementing sustainable tourism development
as the strategy for responsible tourism in Nha Trang.
Another contribution in this research found was that during the process of host–guest
interaction, community pride is shaped and heightened to engender distinct behaviour
and moral responsibility of all stakeholders that serve to benefit the community. On the
positive side, community pride can lead to stakeholder recognition of and support for
traditions; it also inspires diffusion of social values and beliefs inside and outside the
community. Most importantly, socially and environmentally responsible tourism is one
way in which local people aim to protect the environment, develop their communities,
and engender their sense of pride based on local culture and identities. As such,
understanding the nature of responsible tourism development will provide a basis for
tourism planning and policies in Nha Trang.
4.3. Findings and Discussion of Research Question 2
This section responds to the second research question: To what extent do tourists,
community residents, and policy makers perceive their roles and participate in tourism
development in Nha Trang, Vietnam?
The purpose of the second research question was to explore and explain what
perceptions the key stakeholders had their roles and public participation in tourism
planning and management, including their possible influence on decision making about
tourism activities, towards the application of sustainable tourism development in Nha
Trang. In-depth interviews were employed to explore the perceptions held by
government agency members. To compare and contrast data from qualitative analysis,
two questionnaires provided quantitative data by asking tourists for their perceptions of
their roles in tourism development in Nha Trang, and interviewing local residents for
their perceptions of community participation, and community attachment, This
combination of all data helped to identify, discuss who manage and/or control the Nha
Trang current tourism development.
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4.3.1. From the tourist perspective:
Respondents were questioned on their level of satisfaction regarding Nha Trang’s
tourism products and services. As can be seen in Table 4.3 (section 4.2.1), a higher
mean score indicates higher levels of agreement to survey statements. Most of the
respondents were highly satisfied with their visit to Nha Trang and were willing to
recommend Nha Trang to their friends and relatives intending to visit Vietnam.
Significantly, the overall result of high satisfaction depends on several key factors,
including DESTINATION IMAGE, COMMUNICATION AND SUPPORT, ACCOMMODATION, LEISURE AND
RECREATION

and HOSPITALITY. Arguably, those factors from tourist satisfaction explain a

degree of responsiveness of the service providers to meet tourist expectations. Hence,
the role of tourist is vital to the Nha Trang tourism industry as their feedback is
inherently linked with tourist choice of destination, their consumption of products and
services, as well as their decision to return. In short, the role of tourist is heavily
involved in product and service development in Nha Trang. Additionally, tourist
satisfaction strongly influences the development of the number and types of products
and services in the Nha Trang tourism industry.
4.3.2. From the local resident perspective:
Respondents were asked to respond to the degree of community participation in and
community attachment to Nha Trang tourism planning and management. In the
quantitative data strand, given that KMO measure of sampling adequacy was .873 and
Bartlett’s test of sphericity was 723.439 (p < .001), exploratory factor analysis for
community attachment, and community participation was appropriate. The results,
using eleven scales, are presented in Table 4.12. Only ten items yielded a single factor
solution, which explained 53.93 % of the total variance. Factor loading scores were
moderately high, ranging from .793 to .615, with an eigenvalue of 5.39. Cronbach’s
alpha reliability coefficient was .901.
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Table 4.12. Results of Exploratory Factor Analysis for community attachment and
participation in Nha Trang tourism development

Factor/Items

Mean

SD

Factor
Loadings

Eigen
values

5.39

COMMUNITY ATTACHMENT &
PARTICIPATION

I wish to be involved in local
tourism decision-making process

4.38

.884

.793

I am very attached to this
community

3.90

1.05

.786

I am interested in local tourism
development activities

4.34

.902

.776

I feel commitment to this
community

4.20

.867

.767

I am willing to invest my efforts
and time to make the community
a better place

4.31

.829

.748

I am proud of living in this
community

4.40

.935

.745

I have an emotional bond with
this community

3.97

.954

.742

I have developed good friendships
within this community

4.24

.955

.710

This community is an ideal to live

4.24

.818

.639

I am interested in what is going on
in the community

3.74

1.12

.615

Variance
Explained
(%)

53.93

Cronbach’s
Alpha

.901

Based on the mean scores of the emotional and value attachments to community items
in Table 4.12, the data analysis revealed that respondents were very proud of their
community (M=4.40, SD=.935); and that they would be willing to spend more time and
effort to make the community a better place (M=4.31, SD=.748). They highly valued
their attachment to the community where they were living, referring to it as an ideal
place (M=4.24, SD=.818); and they felt a commitment to their community (M=4.20,
SD=.867). The respondents also expressed a high degree of attachment to the
community such as “I have an emotional bond with their community” (M=3.97,
SD=.954); and “I am interested in what is going on in the community” (M=3.74,
SD=1.12).
129

More importantly, the mean scores indicated that the respondents were strongly
positive in their attitudes toward community participation and/or involvement with
local affairs related to tourism development. Given that most of the items scored
higher than 4.24, respondents revealed that they were very interested in local tourism
development activities, for example “I am interested in local tourism development
activities” (M=4.34, SD=.776); and they felt they should be able to participate in the
decision-making process like “I wish to be involved in local tourism decision-making
process” (M=4.38, SD=.793), “I have developed good friendships within this
community” (M=4.24, SD=.710).
In general, the results indicated that local residents in Nha Trang hold their community
in very high esteem. This implication not only represented the connectedness between
people and their community, namely their involvement with the community affairs, but
also reflected a sense of community pride as a social leverage in community
development. Concerning community participation, respondents sought to voice their
opinions about tourism planning and development through a process involving the
community.
4.3.3. From the governmental official perspective:
The in-depth interview findings presented insights of governmental agency perceptions
of public participation in tourism planning and management. In particular, attention is
given to the perceptions of governmental agencies when they relate to their role in
empowering other stakeholders to determine the level of tourism development, and to
their support for planning and development strategies. During content analysis, broad
themes were transformed into narrow ones. These themes encompassed the dominant
role of government, and a need for wider participation; the subthemes outlined also
emerged through the interviews (see Table 4.13).
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Table 4.13. Content analysis items (Part 2)
Categories/Themes

Sub-categories/ Sub-themes

The dominant role of government

- Adopt sustainability
- Strengthen competitiveness
- Formulate tourism plan and policy
- Manage destination
- Adopt collaboration scheme
- Respond to the dichotomy in development

A need for wider participation

The dominant role of government
Associated with the current boom in the tourism industry in Nha Trang, a majority of
governmental respondents recognised sustainable tourism development as an important
direction of the industry. Consequently, a range of associated plans and policies have
been formulated for tourism destination development at all levels to help the tourism
industry to attain this goal. Importantly, the integrity of the triple-bottom-line was
analysed and understood as a part of tourism planning and policies. This implies
mobility and control of natural, physical, and human resources based on a sustainable
approach, which in turn demands the exploitation and mitigation of detrimental effects
and degradation of these resources. Therefore, it is necessary to reinvest in new assets
needed to be ready for the demand for growth and development. Some comments are
noted below:
I think that in accordance with the tenet of three pillars mentioned above, we must
see clearly the goal and importance of sustainable tourism development in policies in
Vietnam and around the world. Hence, it is imperative to balance three elements
(economic, socio- cultural and environmental factors which required effort in
management, and with any interventions carried out in a timely manner (Int # 5).
Yes, sustainability is a hot topic that concerns development to maintain survival in the
long term, and in relation to economic, socio-cultural, environmental aspects, it is
equally important, if over the years in a tourism destination, there is nothing new or
interesting, fewer tourists may return (Int#27).

When it comes to the role of government, in the provision of policies and tourism
planning, a number of governmental officers demonstrated great attention to
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understanding the social, economic, and environmental impacts, as well as the political
implications. In essence, the adoption of sustainability has been embedded in strategic
tourism plans, tourism planning and policies. In this regard, the philosophy of
renewable resources management is closely in line with sustainable development.
Some comments include:
As well, tourism development promotes the strength of the other economic sectors.
From cultural-social perspectives, tourism development has contributed to the
conservation and promotion of cultural values of community identity, and
environmental renewal. Concerning environmental perspectives, Nha Trang‘s tourism
development is associated with the development of sustainable tourism that
contributes to preserving, restore and develop tourism resources, the natural
environment and societies (Int#27).
To me, it is obvious that a clear perspective on sustainable development is broadly
utilised in policy and planning (Int #14).

This groups of respondents understood that the nature of the tourism impacts can be
classified as environmental, economic and socio-cultural factors, positive or negative
impacts, direct or indirect impacts, and short- or long-term benefits. They are able to
use this knowledge to develop effective management strategies for addressing such
rigorous factors while capturing the real-life complexities in the Nha Trang tourism
industry. Some additional comments include:

Well, it is important to examine the impact of tourism on socio-cultural aspect.
Generally speaking, this impact of tourism always has both positive and negative
effects. For Nha Trang, in the light of positive effects, we might clarify Nha Trang
tourism development as moving quickly, holding fast tempo and bringing a positive
influence on the quality of life of individuals: jobs creation, the income of people,
modernisation in infrastructure, and civilisation through interacting with tourists.
Indeed, in comparison with that in other regions, I see progress has been made
(Int#16).
…There is a noticeable sign of an increasing number of Russians coming to Nha Trang.
More or less, the increase will impact on sustainable development by conventional
tourism or ... called mass tourism...I think that mass tourism in Nha Trang immediately
benefits the locality whereas long-term sustainability is bound to make it worse. As a
consequence, if the overcrowding of tourists will lead to detrimental influences among
tourist experiences such as making them boring, then all investors are likely not to be
able to make profits, they will leave and join in elsewhere. And service providers will
find it difficult to run businesses. Theoretically, mass tourism will demolish the
environment (Int#14).
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The Nha Trang destination annually faces natural disasters, and floods are causing
adverse impacts on the environment and landscape of the city. The waste from the
river floods pollute sea water and bring garbage on the city beach. Therefore, the state
needs funding for the conservation and management of natural disasters (Int#22).

According to 20 out of 30 respondents, the involvement of national and local
governments was critical. As a result, given the nationwide strategic plans, the function
of government is to ensure that tourism as an economic industry was directed toward
the maximisation of profit. In other words, local governments have also broadened their
responsibility in the area of economic development, with tourism seen as a momentum
for growth. Some comments are as follows:
The main purpose is to obtain economic targets when tourism development planning
is implemented at the local level (In# 6).
In Nha Trang’s case, economically during the period 1996-2005, tourism development
became a strong economic sector, which contributed to economic development as the
catalyst to create jobs thereby contributing to the reduction of poverty in rural areas (Int#27).

Respondents particularly highlighted that the unquestionable role of authority in
developing the competitive advantage was frequently mentioned in tourism planning
through annual analysis reports of the destination. In this sense, product development
was then supported by the authority to allow businesses to compete on more than just
price through incorporating added values in products and services. It was also argued
that regardless of big or small physical products, the most important thing was visitor
satisfaction from a product that drew the tourist’s attention during visitation. Some
responses are shown below:
I [governmental official] assert that Nha Trang is one of the destinations that is
abundant with natural resources in the whole of Vietnam. Perhaps only about 2-3
places can compare with Nha Trang. For instance, Phan Thiet, and Mui Ne are ranked
in the top destination but in the long- term, Nha Trang has the potential to be a
leading centre of tourism (Int#8).
…In legal documents in tourism, it is necessary to indicate a symbolic value for Nha
Trang, associated with the spiritual life of all stakeholders, including visitors,
businesses, and local people. At the same time, we need to clarify intrinsic attributes
such as landscapes, Cham culture space, and local lifestyle. Hence, all stakeholders will
embrace those values, rather than exploiting the values to satisfy tourists (Int# 1).
A rich heritage accumulated over thousands of years the landscapes around Nha Trang
Bay deserve respect. These advantages could be nurtured so that they become
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spiritual in a destination, to stimulate human creativity (Int#1).
In terms of the role of governmental bodies, it is essential to fully understand how the
original meaning of the artwork might be appreciated on a number of levels of
experience. It seems to me that setting up and implementing tourist product
development in Nha Trang is aligned with a continuing process. That is critical to
motivate the visitors when they experience product design in reality (In#21).

Many respondents asserted that effective destination management not only provides
memorable tourist experiences, but also leverages proper conditions for sustainability.
The concept of sustainability should be adopted as the underlying philosophy of
tourism to manage tourism impacts, as shown in the following comments:
From an economics viewpoint, tourism is commonly viewed as a process of providing
and supporting a range of products and services for customers who are willing to
return to Vietnam. Once tourists are satisfied during their trip, a memorable
experience leads to tourism dynamics that support sustainable development (Int#11).
I am aware that the planning is critical to sustainable tourism development. But I assert
that the most important thing is how to manage the plan at this moment (Int # 20).
I think that if we develop an integrated approach which encompasses responsible
tourism, eco-tourism, community- based tourism, and cultural tourism, the goal which
is to reach sustainable tourism, appears feasible (Int#17).

According to the information provided by 23 of the 30 interviewees, the role of local
government has a profound influence on institutional arrangements for tourism
planning. National planning was, therefore, top-down in nature. The top-down
approach is aligned with central strategic intent and policy by which lower levels of
planning may be coordinated and developed among various stakeholders. The
following comments reflect the ideas:
According to regulation by State, the authority could undertake different levels of
strengthening the legal framework step by step such as strategy, master plan, regional
planning, and local plans (In#14).
Well, until now Vietnam’s strategic plan on tourism development had been prepared
and updated into two versions. The first version was set up in the period 1999-2010,
and the second version was ratified in the period 2011- 2020 with a vision to 2030.
Local tourism planning has been deployed in almost cities and provinces across the
nation. This has shaped a vibrant picture of tourism development (In#15).
Infrastructure development and investment plans are components in the overall
planning of tourism development VN 2020 towards 2030; local authority is required to
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regulate a specific investment plan to develop tourism infrastructure in a certain area
through giving priority to investment projects in different terms of the 2011-2020
period. Accordingly, to clarify the priority in projects of national tourist areas, its key
factors should be developed with the resorts as a brand, along with the capability in
competitiveness (In#4).

Respondents also went on to note that the role of government in tourism is largely
dependent on control of land use for residential, commercial, industrial and public land
through zoning ordinances. Within this planning paradigm, a comprehensive plan
or/and master plan was originally characterised by an overwhelming dominance of
government power in tourism planning and management. Some respondents stated that:
…tourism planning, master plan engaged in national tourist zones in accordance with
the Authority’s approval. For example, building tourist resorts was identified as a focal
point for tourism development, resulting in stepping up and calling for investment in
the resort system (Int#4).
…Zoning becomes more appropriate based on available tourism resources,
infrastructure, and facilities, in order to create linkages and to mobilise capabilities to
co-create specific products for each regional tourism zone (In#12).

A need for wider participation
Feedback from a number of respondents helped to identify the many challenges that the
government has faced since current strategies were oriented to sectoral tourism
development and spatial tourism development. Under spatial tourism planning and
policy, specific projects and programs were proposed to balance exploitation and
preservation of the cultural and historical heritage, as well as diverse natural resources.
Sectoral tourism development was designed to achieve a projected socio-economic
contribution to Nha Trang, such as:
The main purpose is to obtain economic targets when tourism development planning
is implemented at the local level. That is why these plans have difficulty in sticking to
the tenet of sustainable development, because they merely focus on economic
aspects, while environmental and societal ones are being underestimated (In# 6).
In fact, I might start with the National Tourism development strategy and a vision for
2030, which provided increasing autonomy to the provinces in respect of
implementation and reflected the need for ensuring sustainable tourism development
that contributes to broad social-economic development, environmental protection and
poverty reduction (In#18).
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Concern about the role of government then focused on how to respond to the
dichotomy during implementation and the monitoring process within the context of the
Nha Trang tourism development. According to feedback from one interviewee, at first,
there was a dilemma approaching tourism planning. The traditional approach chosen
was to make a ‘revision based plan’ associated with ‘feasible options’ in a certain
period of time, whereas an innovation-based plan proposed by domestic and foreign
experts, drew criticism due to its unrealistic base. Secondly, the complexity of tourism
planning derives from having diverse stakeholders in hierarchical levels of national and
regional areas, with links between the public and private sectors regarding interests in
the provision tourism services at the particular level. Additionally, some respondents
further asserted that the complicated structure causes frustration and clashes in tourism
planning implementation in Nha Trang. The following respondents demonstrated this
frustration:
Currently, the Nha Trang development plan has been faced with plenty of fragmented,
old-fashionable, small-scale resorts which were built in the 1990s (Int# 10).
Although the notion of tourism planning was concerned with multi-related industries,
the outcome of planning has not fulfilled the requirements of tourism development,
particularly for national tourism planning… Intuitively there were a number of factors
adversely affecting tourism development, so that several investment-oriented
interventions of tourism promotion failed to meet the demand for the required
tourism growth rate (Int# 4).
A local strategic plan is always drafted and prepared by the Institute for Tourism
Research and Development. Next, this is revised by the Department of Culture, Sports
and Tourism in consultation with related governmental bodies such as the
Construction Department, the Department of Science, Technology and Environment,
and the Vietnam National Administration of Tourism (VNAT). Sometimes, some
operators of large hotels, travel companies in Khanh Hoa province are invited to
comment and advise on the plan. The final plan is, accepted by the Province Peoples’
Committee, issued as an official guideline for tourism development within the province (Int# 20).

As noted above, this process of sustainable tourism development was influenced by an
agenda consisting of proper product development, interdisciplinary planning, closer
cooperation among multilevel governments, and community participation. The role of
communities was clearly justified by 12 out 30 interviewees when specifying regional
tourism planning. In short, opportunities for public participation are provided, as shown
in the following statements:
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…Emphasis on sustainable tourism development requires the participation of all
stakeholders affected by tourism (Int #9).
Currently, the implementation goal of sustainable tourism development is not only
based on the triple bottom line, along with reducing consumption and waste
reduction, having diversity, but is also encouraging the participation of local
communities in tourism activities, as well as public consultation on the related
objectives (Int # 6).

However, public participation has not fully operated in accordance with participatory
theory, since local people are often included only when plans or strategies need
approval by the government. Respondents recognised that some input had been
received from the Nha Trang destination community representatives rather than the
whole community. In reality, though, community involvement focused almost
exclusively on generating public support for the decisions already made. Not
surprisingly, respondents revealed the lack of local resident voices in community
planning processes:
…, regarding current tourism planning and marketing, to some extent, little attention is
paid to the role of local people as well as the interests of local people, sometimes
ignored in agenda (Int #6).
..., at each stage of local development strategy in tourism, the level of involvement of
people will be transformed in relation to the legal framework. In particular, more
attention should be paid to the participation of representatives of local communities in
the City People's Council… Sometimes, the representatives have not accomplished
missions that reflect the people’s opinions or given feedback to the community… (Int #12).

From these findings, it can be concluded that the role of government is widely
considered as the main driver in tourism destination management and planning
activities in Nha Trang. A number of interviews highlighted this key role of
government is aligned with the adoption of the triple bottom line into tourism planning
and management in Nha Trang. According to the emerging themes, it was found that
the outcome of tourism planning and policy have heavily relied on efforts from
government at national, regional, and local levels through a broad range of destination
management functions: land-use planning and sectoral tourism development and spatial
tourism development, environmental regulation, destination marketing, product
development, and public participation. However, there exists a lack of a feasible
mechanism to boost collaboration between hierarchically governmental bodies, and the
wider public.
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4.3.4. Discussion of Research Question 2
The second research question (RQ2) was utilised to frame the investigation of
perceptions of various stakeholders regarding their roles and that of public participation
in Nha Trang tourism development. As shown in Chapter Two, key stakeholders are
important for sustainable tourism destination management (Andriotis, 2005; Byrd,
1997; 2007; Byrd, Bosley & Dronberger, 2009). Hence, the roles of various
stakeholders in a tourism destination should be taken into account.

Perspectives
Issue

Quantitative study
Tourist
-Tourist is heavily
involved in product
and service
development
-Tourist satisfaction
strongly influences the
number and types of
products and services
at destination

Perceived role
of actor in
tourism
development
in Nha Trang

Local Resident

Qualitative study
Authority
- Tourist is a key
stakeholder in cocreating products and
services, tourism
planning, and
destination
management

Applied function of
mixed methods
Complementarity

- Community
participation to
promote tourism
planning and
destination
management.

- Local resident is a key Complementarity
stakeholder in tourism
planning and
destination
management

- Government plays

- Dominant role of
government in power
relations and tourism
resources allocation

the leadership role in
managing
tourism destination
- Need for greater
participation in
tourism planning and
policy
- Community
attachment

- Dilemma of wider
participation
- Rising role of private
sector
- Adopting
collaboration scheme
in tourism planning
and management

Expansion

Figure 4.3. A combination of quantitative and qualitative studies related to RQ2
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A combination of quantitative and qualitative findings related to RQ2 demonstrated
insights into the perceived roles of the key stakeholders, namely tourists, local
residents, governmental agencies (see Fig.4.3). Through the three functions
(convergence, complementarity, and expansion) of mixed methods, the discussion was
then conducted to elucidate their perceived roles, and their perceptions of public
participation when involved in tourism planning and destination management. These
perceived roles of key stakeholders are essential input to achieve the desired outcomes
of sustainable tourism, responsible tourism, and stakeholder collaboration.
Not surprisingly, stakeholder roles vary according to a group’s function or an
individual’s position within a group. While Robson and Robson (1996) argue that the
way of dealing with perceptions of stakeholders is a complex issue, Byrd, Bosley and
Dronberger (2009) assert that it is necessary to make a comparison among stakeholder
roles and then indicate what factors can increase the quality of life of the stakeholders.
Firstly, from a quantitative perspective, the finding showed that the tourist is a key
actor who is highly involved in products and services throughout the process of
sustainable tourism development in Nha Trang. In this research, tourists demonstrate
implicitly their roles in the Nha Trang tourism industry when they express expectations
of both volume and quality of products and services that are inherently linked with
tourist’s choice of destination, tourist behaviour, and decision to return in the future.
For the complementarity of a quantitative study, the in-depth analysis showed the
essential role of the tourist when co-building values chain, and competitiveness of
products and services in Nha Trang before, during, and after tourist visitation.
This finding supports previous findings in the literature review regarding memorable
tourist experience. Along with delivery of tourist satisfaction, memorable tourist
experiences reflected the capability of the services providers to meet tourist
expectations (Andriotis, 2005; Byrd, 1997, 2007; Byrd, Bosley & Dronberger, 2009;
Jordan, Vogt, Kruger & Grewe, 2013; Kavallinis & Pizam, 1994; Lankford, 1994;
Murphy, 1983; Pizam, 1978; Puczko & Ratz, 2000; Timur & Getz, 2009). The finding
provides additional support for traditional concerns about the quality of experiences
tourists have while in the community (Byrd, 1997, 2007; Byrd et al., 2009). Hence,
planners must be aware that, apart from physical products, any change of attributes of
products or services at a destination directly affects the tourist experience. Consistent
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with the thoughts of Byrd, Bosley and Dronberger (2009), it is evident that when in
developing countries, Destination Management Organizations (DMOs) and other
tourism planners always focus on intangible aspects of the product or destination, such
as the number of rooms, the infrastructure, and the natural resources as such they will
come back to visit (Byrd, 2007). Attention needs to be paid to the more intangible
aspects with the aim of influencing the amount of money that tourists spend in the area
as they will come back to visit (Byrd, 2007). In Nha Trang, positive changes intangible
aspects include sharing information, good host–guest relationship, stakeholder
collaboration, and hospitality. Negative changes relate to problems such as waste
pollution, crowding, and host community resentment.
Secondly, the findings of this research also provide insights into the role of
governmental agencies in Nha Trang’s destination planning and management. In
essence, the qualitative results indicated that governmental agencies are widely
recognised as the dominant actor in tourism destination management and planning
activities. Thus, the roles and responsibilities of top-down directions in both central
government and local tourism organisations cannot be underestimated. It was identified
that the tourism agenda had been driven with much effort from the government at
national to local levels; in particular, the government involvement was across a broader
range of destination management functions, such as land-use planning and socioeconomic development, environmental regulation, destination marketing, product
development, and integrated coordination. This is consistent with the relevant literature
(e.g. Sheehan & Ritchie, 2005; Ritchie & Crouch, 2003; Weaver & Lawton, 2009) that
highlights various governmental agencies with specific responsibilities in a destination,
such as the Destination Marketing Organisation (DMO) and the National Tourism
Organisation (NTO). It was also found that the managing and projecting
competitiveness of the tourism destination was largely dependent on three factors: the
positive destination image and the tourist experience, and fundamentally, all the impacts
management. In brief, the role of government agencies not only has a profound
influence on the achievement of Nha Trang tourism industry, but also plays a central
part in allocating and conserving all tourism resources. For complementarity, through
interviewing local residents it is evident that the role of government has been
strengthened in line with leadership capability in tourism planning and management.
Thirdly, another stakeholder group in this research – the local residents in Nha Trang,
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were asked to reveal their perceptions. Many of these local resident respondents
showed concerned about their role in relation to community participation for
supporting and promoting tourism planning and management in Nha Trang. At the
same time, their local resident role was realised through their willingness to make the
community a better place. Significantly, the results of the study indicated that there
were differences in the perceptions of their roles between stakeholder groups studied:
for example, vagueness could be recognised when compliment information given by
governmental agencies indicated that it is apparent that local residents play a key role
in tourism destination management. This was noted by a respondent:
When local people react to some items in new law or regulations, they will reflect their
thoughts to representatives in the City Council; every opinion is discussed and
analysed carefully (Int #2).

The results from the local resident survey showed that it is critical to achieving wider
community participation. It was evident that local residents who thought that tourism
was vital for the economic development of Nha Trang had positive attitudes toward
tourism development. A further issue of perception of their role in tourism
development was recognised through their expressions of community attachment and
community involvement in tourism planning and development decision-making
process. Residents showed strong agreement for positive community attachment to the
support of tourism industry in their communities. Specifically, they strongly agreed that
tourism development is a good option for Nha Trang, based on the perceived benefits
of tourism outweighing negative impacts, as shown in Section 4.2. These findings
correspond with those of other research examining the role of community attachment
that signiﬁcantly affects perceived beneﬁts, and the support of the host residents for
tourism development (Choi & Murray, 2010; Gursoy et al., 2002, 2010; Gursoy &
Kendall, 2006; Gursoy & Rutherford, 2004; Nicholas, Thapa & Ko, 2009).
The qualitative findings revealed rising role of the private sector involves business-tobusiness dealing and relationships between public and private sectors to produce the
most favourable growth of tourism development in Nha Trang. In particular, while
government dominated national and regional tourism planning, private business was
influencing the implementation of plans, namely site-specific planning:
It is a case in Nha Trang, in an attempt to do tourism plan, in which garden layout was
initially located, then park location, lodging facilities are followed; many investors are
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likely to adjust the positioning of flower gardens, and public squares to replace with
building blocks. As frequently requested, city leaders tend to agree because they need
to increase the tax collection through an investment portfolio of hotel and resorts.
Hence they might create a favour for investors to choose appropriate places to set up
construction works (In#20).

The result has further strengthened previous findings that the participation of some
actors in the community cannot be taken for granted (Bramwell & Sharman, 1999;
Dredge, 2006; Faulkner, 2003). Rather, there is a need for wider community
involvement. Remarkably, the findings indicated that the nature of wider local
community participation is associated with the growing challenge to the dominant role
of government associated with manipulating greater authority and/or power over other
stakeholders in destination planning and development. Moreover, current institutional
arrangements for the tourism development in Vietnam have been characterised by a
fairly complex system of policies, laws, and regulations, issued by line ministries,
agencies and provincial governments. As a consequence, many existing laws lack
details relating to the implementation of tourism development at the grassroots level.
There appears to be an ineffective collaboration mechanism between authorities and
various sectors for the development of policies and tourism planning. These findings
are consistent with previous research (Bramwell & Sharman, 1999; Britton, 1991; Hall,
1994; Saarinen, 2006; Tosun, 2000), which found that tourism development is closely
associated with the politics of a destination and the social actors who hold differential
access to power and control. Tosun (2000) argues that community involvement in
collaboration has produced quite significant impacts on tourism destinations. As
suggested by Bramwell and Sharman (1999), destination tourism planners need to
include other stakeholders such as local residents to promote effective collaborative
planning. In short, the results of the integrated findings reflected a need for wider
participation in tourism planning and management in Nha Trang: the inclusion of all
stakeholders is imperative to attain effective destination management.
This study has demonstrated a difference in perceptions among three stakeholder
groups investigated. This occurred through local residents not being as aware as
government ofﬁcials are the positive impacts tourism has on the community. These
differences in the perception of tourism and tourism development are associated with
conﬂict between the stakeholder groups. As one respondent said:
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…there is a bit of conflict and disagreement in land ownership… Maybe hundreds of
hectares of land were handed over to the investors, but there is a little protest of
households the land use. If this happened, it is not a big problem (In# 20).

This conﬂict has arisen from the different stakeholder interests and perceptions of the
overall costs and beneﬁts of development (Byrd, 2007; Davis & Morais, 2004; Gursoy
& Rutherford, 2004; Reid, Mair & George, 2004). Tourism destination management
can face a dilemma because of the complexity of the stakeholder responsibilities and
interests. Conflicts between stakeholder groups often results from a failure of
compromise of diverse stakeholders in relation to values sharing, perceptions, agendas
and interests (Jamal & Getz, 1995; Reed, 2000). That is, individuals are unlikely to
agree on all tourism destination management issues. The research results indicate that
differences between governmental officials and local residents occur because tourism
development is almost exclusively administered by the government and private sector,
while the host community has minimal control. Therefore, a need for all groups to
exchange information throughout two-way communication is recognised as a vital way
to understand other groups’ perceptions and their roles in tourism development. A
respondent said:
Basically, all stakeholders must find them own interests; then they are willing to get
involved during the exchange process (Int #12).

This finding parallels claims in relevant literature in relation to compromise that
incorporation of stakeholder views and interests and an agreement across stakeholder
interests leading to the likelihood of collaboration and compromise can reduce conﬂicts
in the long term (Sautter & Leisen, 1999; Yuksel et al., 1999). The finding also
confirms previous studies of power arrangements in tourism policy analysis, in
collaborative planning (Hall, 2000; Mowforth & Munt, 2008; Reed, 1997), and in the
importance of power distribution in community tourism practices (Hall, 2000; Marzano
& Scott, 2009). Additionally, consistent with findings by Wheeler (1992), when
stakeholders embrace moral responsibility, any dispute can be solved by mutual
concession.
The findings indicated that successful tourism development in Nha Trang could be
reached once local communities are integrated into the decision-making process. If not
so, the host community is not as fully involved in the decision-making process, then a
low degree of power distribution might jeopardise the process of sustainable tourism
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development. One respondent noted:
…there was a lack of community involvement in tourism activities, leading to this
unsustainable tourism. For example, in 2013, the Vietnam tourism industry saw much
criticism which blamed local people’s scams such as taxi drivers, sale vendors due to
unclearness of their role in long-term development (Int#17).

The findings revealed that to achieve sustainable tourism development in Nha Trang,
tourism planners and developers must be aware of how residents and other stakeholders
in host communities view their role within the tourism industry. The considerable
interaction between the visitor, the tourism provider, and the host community is needed
to leverage closer ties in the quest for mutual concern of sustainable tourism. In turn,
sustainable tourism can provide positive experiences, facilitating a community climate
that continues opportunities for favourable interactions between hosts and guests. One
way to encourage sustainable tourism is through tourism planning that allows for host
community resident input. The findings support the idea that there is increasing
inherent in tourism planning that emphasises citizen participation, promotes principles
of sustainability, and recognises the importance of sense of place when used as a tool
for community development (Britton, 1991; Jamal & Getz, 1995; Jordan et al., 2013;
Misener & Mason, 2006; Moscardo et al, 2013).
On the whole, this section contributes to identifying this gap that in tourism planning
and implementation of sustainable tourism development principles in Nha Trang,
which has resulted from the complexity of public participation. This is associated with
different stakeholders having different goals and interests regarding the sustainability
issues and involvement in tourism development. This result reflected much interest in
the role of local residents with respect to public participation in decision-making, and
in how tourism planning processes and outcomes were affected by different levels of
participation. The findings from their perceptions of their role in sustainable tourism
development indicated that what constitutes sustainable tourism development may well
depend on the interests, and values of the stakeholders concerned in the specific
context. As such, while Nha Trang tourism is in its infancy, local residents do not have
sufficient knowledge about the industry, it is apparent that decision making and tourism
planning are currently dominated by government authorities. Significantly, major
themes that emerged from the interviews were the recognition of Nha Trang tourism
potential, motives for collaboration mechanism, and issues involved in collaborative
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tourism planning in practice.
4.4. Findings and Discussion of Research Question 3:
This section responds to the third research question: How can tourism be used as a
vehicle to promote the development of social capital and to enhance the well-being of
residents in Nha Trang?
This study seeks to investigate the relationship between tourism and sustainable
development in Nha Trang through promoting the development of social capital and
enhancing the well-being of the community. This section highlights the integration of
key findings from the two data sources. The quantitative study relating to perceptions
of local residents was conducted to elucidate specific options of tourism development
in Nha Trang. In parallel, the qualitative study was employed to explore perceptions of
government officials. The following discussion compares all findings based on
functions of mixed methods.
4.4.1. From the local resident perspective:
In this section, the findings are associated with the investigations of perceived impacts
of both tourism development and the local resident support for the development of
networks and associations needed to coordinate and manage tourism activities in Nha
Trang. Essentially, the perceptions held by the local residents remain important for
determining positive or negative tourism impacts on the social capital of the Nha Trang
community.
In the quantitative strand, the five-point Likert scale questionnaire survey, consisted of
sixteen items. The KMO measure of sampling adequacy of .918 and Bartlett’s test of
sphericity of 1400.195 (p<.001), showing adequate exploratory factor analysis
(principal component analysis) for specific options of tourism development.
The results in Table 4.14 revealed that fourteen items yielded a single factor which
explained 51.587% of the total variance. Factor loading scores were high, ranging from
.853 to .599, with an eigenvalue of 8.254. Given that Cronbach’s alpha reliability
coefficient was .943, this scale was highly reliable with high internal consistency
among the items.

145

Table 4.14. Results of Exploratory Factor Analysis for Local Resident attitude
Factor/Items
TOURISM DEVELOPMENT
OPTIONS
Providing education and training
opportunities for local residents

Mean

SD

Factor
Loadings

Eigen
values

8.254
4.26

1.032

.853

Offering more information for
tourists
Collaboration and cooperation
among shareholders in planning
and managing tourism
Expansion of opportunities for
private tourism business

4.45

.926

.836

4.23

.929

.831

4.26

.973

.807

Nha Trang is safe and secure

4.20

1.001

.805

In general, sustainable tourism
development should be actively
encouraged in Nha Trang

4.51

.801

.803

The government takes the
leadership role in managing the
city as a tourism destination

4.22

.978

.789

Promotion of ethical responsibility
in tourism development

4.43

.901

.779

Encouraging local citizen
participation in decision-making
about tourism development
Environmental considerations in
tourism planning and policy

4.43

.885

.764

4.48

.862

.713

Protection and improvement of
marine wildlife habitat
Tourism looks like the best way to
help Nha Trang economy

4.61

.847

.706

4.56

.958

.698

Organisation of various cultural
festivals, fairs, museums
Development of infrastructure to
serve community needs

4.31

.917

.649

4.33

1.011

.599

Variance
Explained
(%)

51.587

Cronbach’s
Alpha

.943

Respondents advocated stronger support for tourism development in their communities
as this would provide more education and training opportunities (M=4.26, SD=.854),
and they strongly believed that the more information about Nha Trang on offer, the
more comfortable tourists would feel in relation to Nha Trang tourism (M=4.45,
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SD=.834). Furthermore, respondents noted that more opportunities should be created
for private tourism companies (M=4.26, SD=.810). This was in line with the perceived
benefits from tourism since “tourism looks like the best way to help the Nha Trang
economy” (M=4.56, SD=.699).
Significantly, the respondents positively suggested that “government takes the
leadership role in managing the city as a tourism destination” (M=4.22, SD=.790) in
association with promoting ethical responsibility in tourism development (M=4.43,
SD=.777). Additionally, respondents believed that public involvement in planning and
developing tourism would be the best option for tourism development (M=4.43,
SD=.769). Hence, they strongly agreed that the public should implement closer
collaboration and cooperation among shareholders in planning and decision-making
(M=4.23, SD=.830).
Meanwhile, respondents strongly recommended that safety and security should remain
a priority in community development (M=4.20, SD=.806), and in environmental
considerations in tourism planning and policy (M=4.48, SD=.708) with protecting and
improving more marine wildlife habitat having the highest score (M=4.61, SD=.705).
In order to enhance the social well-being of the community, respondents were very
interested in organising various cultural festivals, fairs, and museums (M=4.31,
SD=.652), and in developing infrastructure systems to serve community needs
(M=4.33, SD=1.011). Noticeably, all of the above options were consistent with support
for ‘sustainable tourism development which should be actively encouraged in Nha
Trang’ (M=4.51, SD=.804).
In short, the findings showed that local residents perceived positive options of tourism
development, particularly developing networks for collaborative tourism planning. The
findings also suggested that tourism developers and planners need to focus on how
residents perceive tourism impacts on the development of networks and organisations,
in order to generate local support for tourism development in Nha Trang.

4.4.2. From the governmental official perspective:
In the qualitative strand, the interviews focused on understanding policy changes to
tourism development in Nha Trang that are linked with the outcomes of sustainability,
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especially the social improvement of the local community. These changes connect to
social networks in tourism governance, on the basis of tourism using social capital as a
tool to achieve sustainable development in Nha Trang. The following analysis showed
that six main themes have a stake in enhancing the well-being of the community as
well as building social capital in Nha Trang: 1) responsive, accountable public
administration; 2) inclusive participation 3) regulatory enforcement; 4) sharing
information; 5) education and capability building; and 6) stimulating community pride
(see Table 4.15).
Table 4.15. Content analysis items (Part 3)

Categories/Themes

Responsive and accountable
public administration

Inclusive participation

Sub-categories/ Sub-themes
- Effective impact management

- Responsiveness to the needs of local people
- Authentic leadership capability
- Inclusive participation
- Multi-stakeholder collaboration
- Public–Private Dialogue

Regulatory enforcement

- An overlapping legislation system
- Administrative reform
- The best practice in management

Sharing information

-

Channels of communication
Effective communication

Education and capability building

-

Education and training
Capability Building

Stimulating community pride

-

Sense of place
Sense of celebration

Responsive and accountable public administration
Overall, responsive and accountable public administration in Nha Trang tourism was
frequently discussed throughout the in-depth interviews. Many respondents expressed
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much concern about managing and monitoring the impact of over-exploitation in order
to protect and restore the natural resources in coastal tourism through the Nha Trang
steering committee. At the same time, most of these respondents believed that quality
of public administration in Nha Trang tourism is associated with influencing patterns of
visitor flow in order to maximise the positive impacts and to minimise the negative
impacts of tourism:
I advocate several interventions of public administration in Nha Trang relating to
visitor management, and environmental impacts management (In#22).
Well, I think we [governmental agencies] focus on the accountability of policy makers
through organising and managing the utilisation of resources to protect coastal
tourism (In#24).

Additionally, some respondents reaffirmed the importance of the role of government in
public administration. The role of government at all levels is designated for the special
protection

for

environmental

landscape

and/or

cultural

heritage,

and

the

implementation of sustainable management strategies. There is a causal link between
the quality of public administration and the increasing growth rate of tourist arrivals.
Some respondents commented:
For local administration, the mission required sustaining a certain volume of
international tourists but also leveraging domestic tourists in line with improving the
quality of tourism performance (Int # 15).
You see, from a local public management perspective, I am concerned with the role of
local authority in tourism development in the way of how can we [governmental
officials] effectively manage the tourism industry through impacts in order to reach a
target and approach to vision, ...(In#19).
To achieve sustainable tourism is a continuous process that entails constantly
monitoring impacts through taking various measures of public administration
whenever it is necessary (Int # 9)

Some respondents also went on to emphasise that public administration is positioned to
provide and maintain the tourism infrastructure; setting the rules of business operations,
in particular investment; and promoting a model of tourism in Nha Trang. This is
because the dynamics of development derive from the business sector in
macroeconomic terms. As the business grows, Nha Trang tourism development is
positively influenced and local people also benefit from positive achievements. This is
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demonstrated in the following comments:
Concerning Nha Trang, it is critical to set a holistic view, and then broadly share among
local public agencies such as construction, and administrative management. This
contributes a model of urban tourism (In# 20).
When it comes to public administration, first and foremost it is about legislation.
Specifically, legal documents facilitate a framework or regulatory environment for
businesses and stakeholders that keep them on track in tourism development (In#9).
I think the local authority has done its utmost to encourage the business in tourism in
order to mobilise highly professional, large-scale corporations to provide an excellent
service in tourism (In#24).

Furthermore, respondents noted that this attempt at public administration coincides
with enhancing the well-being of the community through offering many opportunities
for local residents to unlock the community potential of poverty eradication. Comments
from respondents include:
I strongly recommend the adoption of maritime eco-tourism in which the local
community plays a key role to undertake the process of development. Besides, local
governments are decentralised to use optimum and efficient revenue sources such as
taxes, fees collection, ... in order to boost the local economic development and
environmental protection of marine tourism, especially, enhance the quality of life of
the community (In# 24).
More importantly, tourism benefits can be shared with the host community to reduce
poverty in Nha Trang. This is particularly the case, based on the participation of ethnic
minority communities. Though they do not get involved directly in hotels, and
restaurants, they are able to sell souvenirs at tourist attractions (In#17).

However, respondents indicated that the current public administration operations
needed to cope with various challenges: there is a paradox in the government role in
planning for the Nha Trang destination development in relation to facilitating and
inhibiting sustainable tourism development objectives. Importantly, the challenge of
the role of government lies in how to promote tourism as a means of sustainable
development and economic growth. The question arising is whether or not policy and
tourism planning pursued currently are most suited to attaining the goals of the
economy in the long-term. This was described in some responses:
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I must say that the intervention not only is associated with growth theory, but also
needs to link with enhancing other benefits, such as social affairs, environmental
aspects. Now the short-term benefit is a priority (In#19).
Ironically, planning was by public agencies, but breaking it was the authority itself due
to a misleading guideline. In reality, tourism development is taking place all across the
country. It is hard to avoid uncontrolled management, leading to a failure of the
master plan (Int# 20).

Consequently, adoption of sustainable tourism development not only relies on efficient
public administration, but also requires the capability of key stakeholders to be
responsive to the needs and demands of local people. Some comments include the
following:
The problem that has arisen is how to put the principle [of sustainable tourism
development] into action…The best practices can be found easily in mass media, and
online website and related knowledge might be learned. But who would be the actual
actor to implement it? (In#8).
For me, I talked to many investors about the significance of changing a mindset. When
establishing a project, they are so concerned with local people’s resettlement, but
importantly, the main task of the investor was placed on opportunities for local
employment (In#19).

Based on the above analysis, the authentic leadership capability in Nha Trang was
greatly emphasised by a number of respondents, with regard to the role of stakeholders
in planning and policies. The rationale of leadership capability entails a vision of
development in the long term. For an optimum of the Nha Trang tourism development,
the local leaders hold a key role in implementing policy in the long-run. This was
demonstrated:
One matter that should be addressed is how to capture the vision of tourism
development to anticipate development issues that Nha Trang could be faced with in
the long term (Int# 15).
For me, when evaluating the enforcement of circulars, regulations and guidance, I
always imagine myself as a business to understand whether it is easy or hard to
implement (In#21).
The most important element is the role of leadership. For example, to achieve
sustainable development in Hoi An today, it is necessary to praise the capability of the
Chairman, who was promoted as the Party Secretary. By expressing strong
characteristics and his great dedication to his homeland, he made a breakthrough in
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developing township tourism in Hoi an, and he has influence in the whole of Vietnam
(In#20).

Moreover, regarding cross-sectional management issues, many respondents suggested
incentives to take accountability and resolve wicked problems. In this light, the
transformative capability can be changed so that each stage of development follows the
vision that was set up in advance, rather than being passive. Some comments were
noted:
State managerial structure should be concrete and professional. Then, State agencies
can focus on planning,… such as good planning towards sustainable development
(In#29).
The next is to build leadership capability which supports the leader to keep up with
advanced knowledge and effective methods, such as the new approach to destination
development, transfer of technology worldwide to build investment, hotel
management, and property in Nha Trang (Int# 15).
Because leadership is often merely interested in the tenure, the leadership could
support any action that makes benefits in the short term rather than attention to the
process of development in the following period, while the latter is intended for the
next leader (Int#20).

Inclusive Participation
Although the local government continues with administrative reform, some respondents
argued that the prevalence of the top-down approach, the degree of decentralisation of
decision-making seem to be considered as impediments to participatory planning.
There are attempts to carry out inclusive participation related to tourism activities, in
accordance with strong political leadership to ensure wider participation and consensus
building. The following respondent demonstrated this sentiment:
More or less, the participation of the local residents could inspire them to get involved
in the tourism industry in Nha Trang…Concerning the tourism mission to improve the
material condition and spiritual life among local communities, tourism resources
encompass the involvement of local residents, widely considered to be an intangible
attribute (Int#1).

Furthermore, a multi-stakeholder collaboration was recommended by some respondents
in order to establish an effective policy, and to ensure accountability of governmental
officers in accordance with their performance and the quality of services delivered.
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This was illustrated by the following comment:
It is required to build a top level collective commitment in relation to the formality of
the collaborate mechanisms in which the governmental agency in tourism plays a key
role, together with the frequently active participation of the relevant authorities at the
local level, in order to take responsibility for a specific assigned task (Int# 24).

With collaboration networks, some respondents argued that a dialogue among
stakeholder groups needs to be set up initially. These networks can be established and
reinforced by a series of meetings/discussions among diverse stakeholder groups so
that participants can express their perceptions in a non-threatening format, share their
vision and then take part in consensus building about the goals and objectives of
tourism development. This was illustrated by the following comment:
Regarding the problems of land use, the government and local authorities need to
make solutions to land funding for tourism, hotels and resorts, in order to relocate
people based on dialogues with people to consult them, and gain their consensus
(Int#15).

More importantly, one respondent particularly highlighted public–private dialogue aims
to improve the flow of the information relating to the policy process, and to
accommodate wider participation in decision-making in order to build legitimacy into
the policy. This respondent said:
...professional associations are responsible for carrying out a dialogue, in which the
business plays an active role to apply energy-saving innovations, and eco-friendly
solutions, and the conservation of cultural identities. Importantly, in a dialogue, the
role of local people through representatives of the population must be nourished by
updating legal documents, and raising their voices to the authority… (Int # 2).

Regulatory enforcement
As data analysis showed, the key dimension of destination management identified was
regulations. The notion of Vietnam’s sustainable tourism development has been
institutionalised in a number of legal documents from upper to lower levels.
Respondents found that local people and businesses were commonly seen to comply
with these tourism regulations. They affirmed that the inclusion of regulation in
relation to tourism development occurred only when the negative impacts or the nonfinancial aspects were not likely to be included in the decision-making process for
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resources allocation. The consequence was that the community might be at risk of
negative influences, as follows:
It is interesting that more and more Vietnamese legislation is compatible with the
protocol of the World Trade Organization. As such, in travel operation, people and
businesses freely choose the way to attract more tourist arrivals in a framework of
minimum conditions (Int #1).
In Nha Trang, there are many rapid and significant changes throughout the
construction of the hotel and resort system. Businesses play an important role in
implementing this tourism development. Accordingly, the authority needs either to
manage effectively toward sustainable development or to encourage the best practice
of businesses in sustainable development (Int #15).
Recently, I think the State has realised the difficulties, and they have issued many legal
documents to prevent and mitigate the detrimental impact of tourism on the
environment. The State has also issued many legal documents relating to the
conservation of cultural identity and aesthetic spirit in the tourist activities (Int # 24).

Nevertheless, respondents revealed that the Nha Trang tourism development appears to
experience numerous difficulties in attaining the goals of sustainability. Limited
enforcement, the main pitfall of manifested policy, has led to a gap in the development
and implementation of policy and planning at the macro level. This also had impacts on
the quality of public administration at provincial and district departments. As
respondents noted with regard to this point:
As with enforcement of tourism laws, formerly shaped by the Ordinance of Tourism,
the Law of tourism has developed since 2005, has lasted nearly ten years, and it is
necessary for it to be adjusted and amended as soon as possible (Int # 13).
Well, I thought that concerning Tourism Law, some definitions, rationale, and scale of
enforcement should be more clarified. Especially in Nha Trang, the criteria for urban
tourist city since 2006 have been blank since 2006 (Int# 20).
When issuing a new regulation, I always consider whether its enforcement leads
enterprises on the right track or makes obstacles for them (Int # 21).

Many respondents noted that an overlapping legislation system is subject to a series of
laws in Vietnam. Additionally, ambiguity in those laws has led to confusion in
determining the primary legal document to follow, thereby creating unfavourable
conditions for local management, as in the following comments as below:
There are plenty of decrees and directives by the central government in relation to
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security, sanitation, food security in the accommodation facilities, tourist locations,
and environmental protection in tourism activities. But there is a lack of provisions
under the law. It is actually one of the weakest in the legislation (Int # 24).
Scuba-diving tourism was initially discovered in Khanh Hoa. At this time, there was no
official guideline from the central government, aside from the temporary regulations
on sea recreation activities done by the Khanh Hoa authority. The temporary usage
made a breakthrough for this new typology of tourism in Nha Trang. Over time, there
is still a need for a new issue of the official document, rather than a temporary one (Int
# 21).
Let me outline another case relating to vehicle standards. I think it is vital to delivering
equally qualified services in public means of transport for both citizens and tourists. In
fact, recently I‘ ve found constraints in uneven regulation that considered the standard
of public transport services to be lower than that for tourist transport…, it caused
unfair treatment between tourists and residents (Int # 21).

As a result, respondents asserted that a need for setting forth synchronised laws related
to tourism to establish a comprehensive legal framework. At this time, local
government continues with administrative reform as a useful channel to share
experiences of how sustainable tourism could be achieved. This is demonstrated
through the following comments:
The regulations provide guidelines for long-term agreements or contracts related to
our tour operation, particularly in a procedure of investment such as building resorts,
and restaurants in order to appeal to a stable flow of visitors to stay in Nha Trang.
Corporate social responsibility should be promoted, such as participating in charity and
planting movements within the island, for the beauty of the city (Int #13).
Regulatory enforcement focussed on aspects relating to clarification and simplification
of the Tourism Law (2005) and the need for enhancing the planning techniques of
those in the governmental sector with regard to product plan, marketing and
promoting higher yield, resulting in increased revenues and employment creation (Int#
18).
In my opinion, it is important that principles of sustainable development are central to
tourism law, based on specific chapters on sustainable development in tourism; more
articles of human resources development in tourism industry should be revived,… to
clarify those who are involved in human resources development tourism, what is the
rule to be complied with? Regarding forms of tourism, owing to its business nature,
classification of typology should be aligned with elements of sustainable development,
focusing on equity in benefit sharing. If all articles are written very briefly, then
decrees and circulars should provide specific guidelines (Int #14).

Regulatory enforcement aims to minimise socio-cultural disruption caused by ongoing
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product commercialisation and the constant depletion of natural resources, owing to the
dominant pattern of pro-economic growth. From this view, the achievement of
sustainability has been tied directly to specific regulations and legitimacy, given that
the general precondition for sustainability remains appropriate regulatory change. One
respondent was particularly in favour of stipulating regulations, in fact, claiming:
To promote the critical role of people in sustainable development, there must be a
specific regulation on the participation in order to raise awareness according to
development orientated by the local authority, and to take into account the
harmonious living space of local residents (Int# 10).

It is evident that monitoring the functions of local administration in the Nha Trang
tourism industry has been critical in determining to whether or not the sustainable
tourism, product development strategies and implementation action plan are achieving
the desired results, collating the unanticipated negative effects and generating positive
benefits. Comments such as the following are representative:
As for tourism planning, a toolkit for measuring and monitoring the impact of tourism
is essential. This requires governmental agencies with the capability to monitor the
impacts (Int#22).
… from a local authority perspective, the main problems are due to inconsistent
management …, there is a lack of inspection, such as hotel ranking that has not been
previously registered but a star rating of 3 - 4 stars is still imposed...Need to strengthen
administration reform has emerged (Int#7).

A progress evaluation was frequently undertaken in action plans for updated progress
reports from competent authorities. One respondent discussed this point by asserting
that:
For me, I prefer to strengthen the monitoring stage of tourism planning, especially for
the master plan,… specific national tourist zones should be quickly developed and
approved by the competent authorities. In essence, tourism authorities must
demonstrate more strategic vision and conduct to investigate the typology of what
tourists want, rather than presuming to know (Int # 28).

When it comes to central–local organisational structure, the complexity of management
by multi-governmental bodies has caused inefficiency in monitoring sustainable
tourism development in Nha Trang. This was a dilemma related to the long-term
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dominant mechanism of state-centralised planning and top-down subsidies. Some
respondents highlighted that the complexity of management and indicated a confusion
surrounding the structure that was consistent with a daunting transformation. The
following comments noted this point:
For me, institutional capacity is related to the mechanism of governing all tourism
activities. When it comes to an institutional arrangement, organisational structure is
indicated firstly (Int # 13).
I think that we can talk about the local management agencies in tourism. I mean
specifically the Department of Culture, Sports and Tourism in Nha Trang, Khanh Hoa
province. My initial thought is that they have well-trained managers. However, the
voice of the tourism agency is still being limited in terms of the development and
implementation of the policy, especially surrounding the debate over the development
of the sustainable tourism in question (Int # 3).

Interestingly, two respondents proposed best practice in destination management in
which the implementation of sustainable tourism development might be adaptable in
the context of Nha Trang, to overcome challenges such as overlapping regulatory
systems and weak system administration, as indicated by the following comments:
Technically, in the Southeast Asia countries, a destination steering committee could be
the most appropriate unit to manage and develop all issues relating to the Nha Trang
destination. In this pattern, various stakeholders would be encompassed such as the
local authority, local residents, and businesses,… To cooperate and jointly run the
committee,... Of course, this entails how the function can be regulated, where does
the budget come from? What are criteria of the manpower is to operate the model….
.? Something like that…As for a new mechanism to effectively run the model of
destination management, this model differs completely from the existing steering
committee in accordance with the institutional arrangement; the local authority has
designated the Khanh Hoa Department of Culture, Sports, and Tourism, to take charge
of the Nha Trang tourism development ( Int#16).
When it comes to the best practice in Nha Trang, I tend to apply the document
released by UNEP and UNWTO in 2005. In this manner, we have taken the view that
the guidance and management experience toward sustainable tourism development
can be applied in all forms of tourism in all types of destinations, including a larger
number of tourists and the specific types of tourism.

Sharing information
On the basis of interviews with twenty respondents, sharing information was
considered as a theme to raise awareness about responsibilities and to help persuade
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stakeholders that sustainable practices were ultimately in their long-term interest. It was
necessary to develop social networks, and to provide an information campaign so that
stakeholders could understand and reach a consensus on the authority’s agenda. Some
opinions of respondents are shown as follows:
When tourists arrive in the city, it is important to provide tourism information and
guidance on the attractions, tours and events, and on the requirements for visitors to
preserve the sustainable development of local tourism. In addition, there are clear
signs, and information, which help visitors to find out about attractions (Int#22).
It is important to provide investors with tourism information, such as site construction
plan and a detailed plan of land-use which specifies the layout of resorts or hotel
construction. If the plan was approved, the portfolio needs to be announced publically
with a list of areas for tourism development and public areas (Int#4).

Channels of communication were utilised to spill over information among local
authorities, investors and local residents in Nha Trang. A total of 7 out of 30
respondents viewed media communication as a significant role to link communication
with implementation of sustainable tourism development planning and management, as
noted below:
Mass communication could be run through the media about activities on
environmental protection, operational movement around the city (Int# 18).
..., in the 2013-2014 period, the industry has launched the action program. So, the
industry set up a number of tourist information centres (Int# 14).
To monitor regulations and standards on setting up tourism projects, there is a need
for broadcasting a portfolio in a transparent manner, coordinated from the centre for
investment promotion that calls for foreign investors…Setting up a model of tourist
attractions should come along with shaping a steering committee with specified
functions, duties and schedules (Int# 28).

Many respondents revealed that information sharing is coupled with raising public
concerns, such as environmental problems, and in turn, encouraging destination
stakeholders to change their behaviours to embrace sustainable tourism development
principles. Of the thirty respondents who discussed the rationale of sustainability in
Nha Trang, twenty observed that public communication could generate social
momentum encouraging the implementation of sustainable tourism development
principles, along with positive attitudes. Comments including the following:
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It is great to raise awareness through environmental education for employees,
resulting from comprehensive understanding, and good behaviour at cultural
attractions (Int# 10).
Hence, to ensure improved environmental conditions, it is necessary not only to focus
on security, safety, political stability, but also to raise local people‘s awareness.
…People get the benefit from tourism activities. (Int# 26).

Furthermore, as for effective communication, several respondents argued that planners
and decision makers need to communicate with the local community to involve them in
the planning process. Information regarding tourism plans and management must be
exchanged in the early stages in order to allow the public time to provide feedback.
Some comments from respondents include the following:
The usage of road shows is the useful way to introduce community values to outsiders
(Int# 11).
For a tourism organisation, the main task is to manage and sustain quality control
procedures without pitfalls for businesses. This needs two-way communication (Int#
26).
Raising awareness among the community in practice is likely to take time in a gradual
process, rather than taking a shortcut, even forcing local people to sacrifice their
resources towards sustainability... People have no ideas on sustainability without being
told trade-off benefits… So the goals of planning, and directions of policy aim at
reconciling these interests with people. In general, concerning benefit distributions to
local people, if there is insufficient information among the stakeholders, the process of
planning and policy might not be properly conducted at the beginning (Int#12).

Education and capacity building
According to twenty-five respondents, two critical aspects of integrating sustainability
into destination management in Nha Trang were education and capability building.
Essentially, this implied the importance of qualified human resources development to
supply a number of workers to directly provide products and tourism services to certain
destinations, as shown by the following:
..., the quality of human resources development becomes a priority in the
governmental agenda through training and fostering a workforce with the right people
with good attitudes, good skills (Int#13).
Well, regarding sustainable tourism development, it is about human factor or human
resources development. Comprehensive state interventions are addressed to how to
train the local human resource, to transfer of knowledge and skills, and to raise
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awareness for all stakeholders in both the immediate and the long terms (Int#23).

Respondents stated that education and training activities determine professional
competency in serving tourism development. Otherwise, if education and training are
underestimated, sequential outcomes could lead to a failure in relation to unsustainable
development, due to a weak workforce. Some evidence is indicated as follows:
…. it is necessary to have a comprehensive training program with specific plans in
which the concern about staff knowledge and professional qualifications is placed.
Besides, we develop and promote special programs in order to raise awareness of
tourism, and for good visitor behaviour in the Nha Trang city through mass media,
especially in secondary schools (Int#27).
Local people often do not think of future options. So, let us educate people to engage
in tourism activities... Local people should recognise the benefit from tourism
activities. Also, people must be responsible for facilitating guests’ revisitation, and to
ensure the safety and security of tourists (Int#14).

Moreover, respondents revealed that education and training of the local community
became crucial tasks in policy and planning. There were some main tasks: first, training
for direct labour in hotels, and restaurants; then raising awareness of the host
community about tourism development. It was essential to develop social learning and
policy on vocational training for the community to accumulate skills, and to develop a
good attitude in welcoming tourists. Comments by respondents highlighted education
and training in Nha Trang:
For the hospitality sector in Nha Trang, the amount of accommodation has been
increased dramatically. To achieve sustainable tourism development, the hoteliers in
Nha Trang not only concentrate on human resources development but also engage
more closely with the local community to better preserve and protect the environment
(Int# 15).
... in Nha Trang, there is a need for a quality labour force, such as tourism transport
drivers, sailors, local tour guides, vendors, taxi drivers. Hence, it is important to
promote a tourism awareness program in Nha Trang. The objective of a tourism
awareness program is, therefore, to help people recognise what tourism is all about,
so that they can understand what is likely to happen in their community and how best
they can optimise the benefits (Int#6).
The degree of awareness of tourism has accumulated in relation to radical changes in
tourism policy. All stakeholders identified tourism as a tool to generate the economic
gains, thereby contributing to the national economic development strategy (Int#27).

Many respondents also noted that there appears to be a lack of knowledge among local
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residents about the Vietnam tourism development. This led to detrimental impacts on
local involvement in the industry. Specifically, inadequate education and a lack of
experience with tourism jeopardises local resident ability to collaborate with other
stakeholders in tourism, as illustrated by the following:
We see a lack of community capability engaging in tourist services and limited
understanding of tourism development ..., now we should concentrate on education
and tourism training, rather than give much attention to developing a diverse typology
of tourism and developing a range of products and services (Int#21).

Another theme which arose when it comes to implementation of sustainable tourism
development in Nha Trang was that of capacity building. This theme indicates the
capability of certain stakeholders to carry out specific tasks. In doing so in Nha Trang,
the advantages will support the process of sustainable tourism development, as asserted
by some respondents as follows:
Building stakeholder capacity is to provide any members with knowledge about
specific areas (e.g. market information, product development processes and tools,
etc.) (Int# 25).
Generally speaking, there are many competency standards to get to know and learn.
Even, it is simple: how service providers communicate properly with visitors, or how to
keep smiling while communicating with a guest. That is a part of building capacity…
(Int#16).

Respondents further observed that building capacity is associated with educating and
training local residents as a part of public participation, explaining the relevant issues
about how a certain tourism-related development project may affect them. This
strengthened collaboration within a framework of planning and tourism policy, based
on nationwide capacity building, is shown as follows:
There are some key points: one is on- the-job training such as hotels, restaurants,
second, training for community participation in tourism. That is not only a way of how
to do home stay tourism but also to raise awareness among the community about
tourism …, along with this training a pool of on-site tour guides. Our pool of tour
guides was okay as some information from the website was showing very good results
(Int# 14).
We support education and training services to improve the quality of human resources
in Khanh Hoa. That is one of the critical needs for the long-term development phase….
(Int#27).
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Stimulate community pride
One of the critical subthemes, reflecting changes in the policy of tourism development
with the aim of promoting social networks in Nha Trang is to stimulate community
pride. Essentially, respondents incorporated the knowledge of sense of place in tourism
planning and management, particularly destination marketing. Attention is focused on
local pride and its influence on tourist choices and experiences. Some comments are
included as follows:
Coupled with the good image of the local community, the image of the urban tourist
city has been promoted by the Khanh Hoa Department of Tourism and Khanh Hoa
People’s Committee through the long-term plan, in order to establish Nha Trang as the
well-known international destination…. Once we [officers] carry out the specific
tourism planning in Nha Trang, the outlook will be the focus point of international
marine tourism (Int# 23).
In fact, in Nha Trang, as for the potentials of natural and human resources, there is
nothing else better than developing tourism. I am not alone in believing that the
advantage of the Nha Trang tourism industry is common sense from governments to local
residents (Int# 19).

Further, the emphasis of respondents was placed on how to celebrate and enhance
community connections, and how to place attachment in order to increase local resident
responsiveness in power relations and conflicts, as a result of tourism development in
Nha Trang. In so doing, intensive interactions between key stakeholders, particularly
tourists and the locals, can boost a change in the power structure of the community.
While encountering pressure from a top-down dominant approach to tourism
development, local residents may begin to collectively organise themselves and foster
their local identities. Some respondents revealed the following:
..., local people are more and more aware of uniqueness, and values of destination
associated with tourism development in Nha Trang. Furthermore, local pride remains
important to be their coherent bond and to transfer to the next generation (Int# 18).
The role of people needs to be acknowledged in a framework of civil society, together
with the government, to establish the binary power system. In so doing, a civil-society
organisation such as professional association will play a role as a representative of the
People (In# 8).
The usage of road shows is the useful way to introduce community values to outsiders
(Int# 11).
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Overall, this section has presented the results of the discussion with governmental
respondents on the relationship between tourism and achieving sustainable
development in Nha Trang as a result of the development of social capital and wellbeing of local residents. In line with network measures of social capital, the finding
reveals that six themes emerged from the social network analysis. The first theme,
recognition of responsive, accountable public administration, relates to effective impact
management, responsiveness to the needs of local people, and authentic leadership
capability. The second theme is attached to inclusive participation through dialogue to
the extent of public participation. The third, motives for legitimacy, and strengthening
supervisory mechanism are recognised to establish effective institutional arrangements
in tourism development. The next theme is the section reports findings related to
sharing information. The fifth theme is about education and capability building to
increase awareness and knowledge of the dissemination of sustainable tourism
development. Ultimately, stimulating community pride is related to informal
collaborative governance in Nha Trang tourism development. Based on those themes,
there are possible conceptual linkages between building social capital, community
participation and power relations. Accordingly, this implication contributes in
supporting a wider implementation of sustainable tourism development principles,
which are primarily undertaken via network-based approach.
4.4.3. Discussion of Research Question 3
The third research question (RQ3) examined how stakeholder understanding of policy
changes to tourism development in Nha Trang is associated with the development of
social capital, resulting in the well-being of the community, on the assumption that
tourism acts as a vehicle to achieve sustainable development in Nha Trang.
As can be seen in Figure 4.4, a combination of quantitative and qualitative findings
related to RQ3 compared and contrasted the perceptions between local residents and
governmental agencies in terms of the promotion of social capital, namely the
development of networks, collaboration, and public–private dialogues in decision
making. In accordance with two of the functions (complementarity and expansion) of
mixed methods, the concept of operationalised collaboration governance, focusing on
networks, leadership, and stimulating community pride, is discussed in the context of
Nha Trang.
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Perspectives
Issues

To promote
development
of social
capital

Quantitative study

Qualitative study

Local Resident (Bottom-up)

Authority (Top-down)

- Providing education and training
opportunities for local residents
- Collaboration and cooperation
among shareholders in planning
and managing tourism
- Offering more information for
tourists
- The government plays the
leadership role in managing the city
as a tourism destination
- Encouraging local citizen
participation in decision-making
about tourism development
- Promoting ethical responsibility in
tourism development
- Expanding opportunities for
private business in tourism
- Organising various cultural
festivals, fairs, museums

Applied
function of
mixed methods

-Education and capability building
-Inclusive participation and
collaboration

Complementarity

-Sharing information
- Responsive and accountable public
administration (the role of
leadership over tourism
developments as both a generator
and destroyer of social capital)

Expansion
- Regulatory enforcement

- Stimulating community pride

Figure 4.4. A combination of quantitative and qualitative studies related to RQ3
As noted in Chapter Two, due to various alternatives to the top-down approach, and
command-control regulation by government, the term “governance” emerges to support
collective actions through strengthening collaboration, partnerships, and networks.
Indeed, the previous research has found that governance stimulates active actors in the
state - society complex and can be institutionalised or expressed through subtle norms
of interactions, and even more indirectly through influencing agendas and shaping
contexts in which actors contest decisions and access resources (Cento Bull & Jones,
2006; Dredge & Jamal, 2013; Dredge et al., 2010; Folke, Hahn, Olsson & Norberg,
2005; Moscardo et al., 2014, Ruhanen, Scott, Ritchie & Tkaczynski, 2010).
In this study, the findings confirm that collaboration network governance continues to
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be a crucial factor in the policy of sustainable tourism development (Moscardo et al.,
2014, Ruhanen et al., 2010). From local resident and governmental official
perspectives, although there is diverse concern about the proposition of tourism
development, mutual attention was given to the quality of government as being capable
of administering, coordinating and mobilising collaborative action to address an
increasingly interconnected and complex tourism development agenda in Nha Trang.
For the complementarity of quantitative data, a number of governmental respondents
perceived that a higher quality of government is inherent to collaboration network
governance, consisting of public administration, inclusive participation and
collaboration, regulatory enforcement, sharing information, education and capability
building, and stimulating community pride (see Figure 4.4). It was also found that
formal collaboration governance initiated by authorities is mainly supported by
legislation and institutional interaction. Obviously, the findings support a number of
studies which confirm that issues of legitimacy and accountability are often stressed in
the public management literature (Beaumont & Dredge, 2010; Dredge et al., 2010; Go
et al., 2013; UNESCAP, 2009). On this issue, it was noted that formal collaboration
networks require an authentic leadership capability because the leadership is essential
in shaping responsive, accountable public administration, as well as reorganisation by
providing innovation. Additionally, leadership is a key factor in generating effective
network governance through building trust, overcoming conflict, linking actors,
compiling and generating knowledge, and mobilising broad support for change. One
respondent said:
All in all, the problem here is not a lack of ideas, it lies in who will implement them
(laughs)… This is a big thing related to democracy, accountability and transparency,
and how to proceed to get there. The principle [sustainable tourism development] is
always right but how to put it into effect …is still a question (Int # 8).

More significantly, the growth of social networks is closely related to development in
the social capital. Therefore, this finding is consistent with other research which
revealed that social capital can be built by investing in social relationships, and that the
networks that emerge can focus on either horizontal or vertical collaboration (Cento
Bull & Jones, 2006; Doh, 2014; Macbeth et al., 2004; Moscardo, 2014; Moscardo et
al., 2014).
For expansion of quantitative data, it was found that governmental respondents felt that
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regulatory enforcement needed to be more intensively undertaken in response to the
complexity and confusion surrounding the current institutional structure. The following
comment noted this point:
For me, institutional capacity is related to the mechanism of governing all tourism
activities. When it comes to an institutional arrangement, organisational structure is
indicated firstly. Second, enforcement of regulations and laws has controlled all
networks and relationships. Third, power structure indicates the decentralisation
between the national and local government in terms of responsibility and obligation in
local tourism management. For me, the second and the third elements are now quite
blurred (Int # 13).

Moreover, there is a homogeneity between local residents and governmental agencies
when it comes to providing more education and training opportunities, and to sharing
information. Notably, local residents evaluated those items as the priority of their
options of tourism development in Nha Trang (see Fig 4.4). For the complementarity of
quantitative analysis, local governments claimed that education and the building
capability to be open to change and to different ways of working with tourism
development was vital in the tourism agenda, instead of insisting on community
participation. Education and capability building may include widening the scope of
local involvement and/or new initiatives when building partnerships presented
themselves, or periodically to reforming and improving public management structures.
Some statements reflected this:
In essence, many lessons pointed out that without education and awareness among
the community, goals of sustainable tourism management remain unfeasible (Int#17).
From my perspective, the key issue is to raise awareness among the local community,
then knowledge is widespread among all tourism stakeholders, especially
governmental officers. If local people agree to follow the regulation based upon new
knowledge, perception, and attitude along with local authorities, then businesses
could commit to undertake the common objectives (Int#18).

Such results concur with the view raised in relevant literature that education and
capability building are possible levels of public involvement, as typically utilised in
more knowledge-based decisions. Regardless of involvement level, the turning point
begins with educating all stakeholders about the issues and interests that are involved in
tourism development. Educating and building the capability of the local community
will strengthen the competitiveness of the tourism industry. It will also allow for a
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stronger understanding of the tourism impacts as perceived by the community and the
actual impacts that result from tourism. As local people become more educated and
knowledgeable about tourism processes and impacts, they may be in a position to have
some influence in the decision-making process, and to get involved in the sharing
benefits of tourism (Chase et al, 2000; Jordan et al., 2013; Marzuki & Hay, 2013; Saufi
et al., 2014; Timothy, 2000; Timothy & Tosun, 2003).
When it comes to insufficient information and an incompetency capability, there has
been a tendency for public participation to be frozen in polarised positions, with any
real negotiation becoming difficult (Cole, 2006; Saufi et al., 2014; Tosun, 2000). The
local residents tend to follow their options first, whereas governmental bodies develop
their agenda first, present it to the different groups, and incorporate these groups to
already established frameworks. Specifically, in this study, local authority respondents
placed greater emphasis on the role of state management in tourism, in order to build
social trust, reduce the level of conflict among key persons from different stakeholder
groups and increase the legitimacy of the policy as a result. One respondent said that:
Well, I tend to answer your question by addressing state management of tourism. The
deeper the ‘socialising’ tourism activities are, the better the state management
functions remain. That means the legitimacy of the mechanism in tourism
development, such as decentralisation in vertical management has been strengthened.
As such, stable and strong enough management capability facilitates the role of
government on all levels, corresponding to political responsibilities (Int#27).

Noticeably, governmental respondents indicated that while they involve local, as well
as higher, organizational levels, and aim at finding a balance between decentralised and
centralised control, local residents gradually seek empowerments to determine their
goals of development, their hopes and concerns for tourism. One respondent said:
Engagement of local people is critical to making a transformation in tourism
development through supervising all procedures and achievements, along with sharing
the benefits based on the clear commitment between the local authority and local
residents (Int#13).

Local resident respondents also noted that the outcome of collaboration and
cooperation between shareholders in planning and managing tourism could make a key
milestone in the process of the tourism development of Nha Trang, if tourism is viewed
as a vehicle for sustainable development through community participation and the
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implementation of sustainable tourism development principles (see Fig 4.4). In terms of
the expansion of quantitative data, the governmental respondents claimed that a
collaboration system within the destination process will enhance ethical responsibility
in tourism development such as expanding opportunities for private tourism companies,
as well as organising various cultural festivals, fairs, and museums, through the
collective commitment of destination stakeholders, particularly those benefiting from
tourism activities in the community. One comment was noted as below:
It is required to build a collective commitment at top level in relation to the formality
of collaborate mechanisms, in which the governmental agency in tourism plays a key
role, together with frequently active participation of the relevant authorities at the
local level in order to take responsibility for a specifically assigned task (Int# 24).

More recently, cooperative and collaborative endeavours and participatory approaches
have become increasingly popular in management and governmental policy (Beaumont
& Dredge, 2010; Dredge et al., 2010; Go et al., 2013; Mandell & Keast, 2007; Provan
& Kenis, 2008). In the early stages of the planning process, stakeholder dialogues,
engaging different actors in workshop settings, have been components of the process.
Generally speaking, the success of any tourism planning and development initiatives is
more dependent on these main factors: the active participation of destination
stakeholders, the availability of information to stakeholders, and the willingness of
decision makers to cooperate with interest groups for the greatest benefit to all
(Beaumont & Dredge, 2010; Dredge et al., 2010; Go et al., 2013; Zapata & Hall, 2012).
According to the above analysis, the first contribution can be recognised as the
discussion offers insights into the discrepancy between public–private dialogue (PPD)
and public–private partnership (PPP), and PPD implication in tourism development is
appropriate at an early stage. The results suggested that the public - private dialogue
aims to improve the flow of information relating to the policy process, and to
accommodate the wider inclusion of participation in decision making in order to build
legitimacy into the policy, whereas the public–private partnership implies reciprocity
within market-driven relationships that are based on material trade-offs. Arguably, the
public–private dialogue is compatible with the tourism sector, owing to the problem
solving as foreseen, while the concept of PPP in tourism was not a novel term, due to
its initial application in investment activities, rather than in the field of tourism. One
respondent said:
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In fact, Vietnam tourism status quo now is not so fierce, so the private sector is eager
to meet other players in the tourism industry. Essentially, businesses and different
players in tourism have a dialogue to exchange the views and react to conflicts that
may arise in future. The shared views and expectations affect the interests of the
players. Importantly, representatives of local residents are in a position to participate
in a dialogue, even though they have nothing to exchange in hand. Obviously, the first
attention is worth highlighting PPD in the tourism sector; then PPP will be the next
step. Currently, I ignore PPP and focus on PPD.

Furthermore, public–private dialogue can provide an arena where social capital is
enhanced and where concerns are reformulated to generate innovation and nurture
renewal in times of reorganisation. Several authors have regarded social capital as the
glue for adaptive governance and collaboration (Misener & Mason, 2006; Moscardo et
al., 2014; Putnam, 2002). Informal collaboration dominates at the local level but may
also span the regional and global levels. As shown in Chapter 2, Misener and Mason,
(2006), and Moscardo and colleagues (2014) assert that tourism development can build
social capital through development of networks (both internal and external) such as
local participation in tourism planning and management, even to sharing values and
community identity.
It was noted that, over the years, one of the features of the Nha Trang community was
the close connections among local residents. In contrast, identified by formal social
networks, the current level of community engagement appears weak (referring to
section 4.3.4). Thus, essential to the informal connections is the operation of local
working groups such as local hotel associations, or local travel associations. Being a
part of civil society, those associations are likely to hold leading roles in boosting
greater transparency in governmental decision making and for representing the interests
of those traditionally ignored by current institutions. In this way, the associations
contribute to building trust and reciprocity, connecting the private sector with the
community and connecting the community to other people and places which are closely
related to the development of social capital (Bourdieu, 2011; Coleman, 1988; Putnam,
2002). One respondent said:
On behalf of the majority of the labour force, the professional associations have been
enhanced to reach to corresponding power in relation to policies and protecting their
rights. Also, the associations enable the supervision of the government. Needless to
say, it is vital to promote active and healthy civil-society under the legal framework
(In# 8).
169

Accordingly, civic organisations become active stakeholders in community
management and social activities. Through the increasing role of public–private
relationships in decision making, the organisation is able to support community
wellbeing and to coordinate with local government for the best interests of all
stakeholders and the destination. Some comments included:
The thing is how to organise and operate social organisations in a healthy manner,
based on the appropriate rules in the world; we hope that the changes appear in the
country. It is an urgent issue (In# 8)

The second theoretical contribution of this section is that stimulating community pride
coincides with building social cohesion among stakeholders through informal network
governance. Interestingly, while enforcement of rules and laws does not always
guarantee collective actions for common goals and missions, strong social capital that
relates to

reciprocity, mutual interest, trust, and leadership can create a civic

infrastructure to achieve the community of well-being (Beaumont & Dredge, 2010;
Dredge et al., 2010; Misener & Mason, 2006). As such, informal collaborative network
governance can integrate characteristics of the local community, and host–guest
interaction into tourism planning structure and the process by igniting social capital that
encourages ‘voluntary cooperation’ behaviours (Putnam, 1993). Alternatively, informal
network governance consistently entails building social cohesion among stakeholders
through community pride. Some respondents said:
For me, the role of local people is very important in sustainable tourism development
as well as promotion of sense of community. The people themselves are able to
conserve all cultural values and traditions through daily activities in community life.
...Through the interaction between tourists and local people, local cultural identity
might be strengthened (Int# 10).
Various types of roadshows and pedestrian streets needed to be addressed in the
action plan in the Nha Trang tourism, along with the arts performances should be
presented to reinforce the harmony between artists, and local people. By doing that
we build up a sense of connectedness and mutual culture exchanges among them,
particularly with tourists in order to create memorable experiences during tourists’
trips (Int# 8).

In combination with the analysis in section 4.2.4, three major functions of community
pride are identified as critical social leverage for ‘voluntary cooperation’. Firstly,
community pride requires community members to possess a self-conscious background
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to integrate diverging goals of development. Being a combination of values and beliefs,
community pride helps to build a strong perception towards community development
(Tracy & Robins, 2007). This leads to the need for members to acquire and
demonstrate skills and capabilities that not only utilise natural, cultural resources but
also protect the resources in the endeavour of improving the quality of life of tourists
and residents. Additionally, they enable the advancement of competitiveness at a
tourism destination. Not surprisingly, stakeholders are likely to make optimal decisions
to diverging goals between ‘community development’ that is essentially solidarity, and
the goal of ‘growth’ that is essentially autonomy (Bhattacharyya, 2004). Secondly,
community pride orients individual behaviour to compromise community conflicts.
Because members of community inherently share an intrinsic connection to one
another, they have shared rituals and traditions, and they share a sense of moral
responsibility (Gnoth, 2002; Misener & Mason, 2006; Williams & DeSteno, 2008,
2009). In the context of tourism, pride comes to the fore in industrial disputes, and in
raising industry standards or ethical codes. As a result, three common types of
networks - collaboration, coordination, and cooperation – are consistently promoted
(Mandell & Keast, 2007). Thirdly, community pride motivates the sharing of values
and beliefs systems with ‘the others’. The positive emotional well-being of the
community, namely community pride that is identified with a place or ‘sense of
community’, is a strong driver for place-related behaviour, thereby embracing much
goodwill to share with and to motivate others to do so. In this regard, this emotional
well-being creates a sense of celebration in a community that is shared among visitors
and residents (Chalip, 2006). Spontaneously, pride and self-confidence resulting from
the positive feedback of tourists have provided community members with greater social
capital as they are now more confident in communicating with tourists and making
decisions that affect their community. Above all, as long as the community has higher
levels of social capital, the people living in the community are likely to be more
contented and healthier. Therefore, building social capital aligns with the improvement
of community well-being (Putnam, 2002).
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4.5. A conceptual framework for understanding sustainable tourism development
through a people-centred approach in Nha Trang, Vietnam

As outlined in the chapter introduction, framing sustainability in tourism is consistently
addressed as an incorporated goal of tourism planning (Frey & George, 2010).
However, given the broad diversity of stakeholders involved in tourism development,
each with a different set of objectives, the challenges are to understand the ambiguous
concept of sustainability and to implement the principles of sustainable tourism
(Bramwell & Lane, 2011; Hall, 2011; Weaver, 2006). Significantly, in line with the
reflection on sustainable development at the Rio+20 conference, development through
economic growth can no longer be viewed as the panacea to cure all ills in developing
nations (Griggs et al., 2013). Considerably greater concern should be placed on social
aspects of sustainable development, and on ways in which to translate these concerns
into supportive public policies (Osborn, 2013).
In order to answer the research questions raised in Chapter One, and to make sense out
of data while making explicit the contribution in this chapter, development of a
conceptual framework is the best way to generalise and visualise key factors that
impact on the adoption of a people-centred approach to sustainable tourism
development in Nha Trang, Vietnam (Merriam, 2009). In addition, a framework in the
form of a visual presentation facilitates interpretation of how abstract concepts
(categories) are related to one another (Klassen et al., 2012). As depicted in Figure 4.5,
the development of a model for approaching sustainable tourism development in Nha
Trang, Vietnam identified two sets of issues. These issues are based on theoretical
contributions, and on the critical analysis of the findings as described in sections 4.2,
and 4.3, in combination with the review of relevant existing literature noted in Chapter Two.
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Figure 4.5. Conceptual framework of sustainable tourism development
from a people-centred perspective
Source: Developed for this research

Firstly, the model can elucidate key factors of sustainability focusing on the ultimate
goals and processes with regard to adoption of a people-centred approach for Nha
Trang. As Figure 4.5 shows, vital to this conceptual framework are the principles of
sustainable tourism development which the United Nations Environment Programme
and the World Tourism Organisation expect to achieve – in the form of the three
following goals:
- Economic resilience, highlighting long-term, equitable distribution of economic
benefits among all stakeholders through maximising income‐earning opportunities,
reducing leakages, and contributing to poverty alleviation.
- Socio-cultural vitality, inherent to strengthening host community capacity to preserve
cultural heritages and traditional values, while promoting the socio‐cultural authenticity
of host communities, and contributing to inter cultural understanding and tolerance.
- Ecological responsibility, associated with the optimal use of environmental resources
that constitute a key element in tourism development, minimising waste and
overconsumption, and maintaining essential ecological processes, and bio‐diversity.
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This model shows that the resilience of local economy is consistent with a balance of
growth and development, without being at the expense of a healthy environment, a
community‘s unique identity, or well-being of the community. Essentially, the
framework can help stakeholders to take responsibility for natural resources and social
space by supporting tourist memorable experiences, encouraging traditional values, and
retaining a vibrant city with a sense of community pride. In other words, this model
indicates that any process in which communities engage must be embedded in belief
and value systems, and must involve the inspired socio-cultural viability of the host
community, leading to a sense of community pride.
Significantly, through the authentic host and tourist interaction at the Nha Trang
destination, key stakeholders, including the host community and the tourists, co-create
and co-build local community pride, thereby enhancing the community’s well-being.
The more individuals conceive the images or symbols of the well-being of a
community, the more local people are likely to take part in and share community pride
with others. In essence, community pride is linked with the good feelings and positive
emotions that local residents perceived from assets, values, and beliefs surrounding a
destination. Notably, when community pride is shaped and heightened, moral
responsibility of all stakeholders is more likely to be expanded to serve to benefit the
community. Accordingly, socially and environmentally responsible tourism is
considered to be the best option, in which local people strive to protect the
environment, rebuild their communities, and reinforce their sense of identity. It means
that implementation of responsible tourism goes beyond the management of natural
resources and the impacts of tourism when concentrating on the ethical behaviour of
individuals, groups and organisations towards host environments and societies. In this
light, promotion of responsible tourism development will provide a basis for tourism
planning and policies in Nha Trang.

Secondly, the model also represents a framework of collaborative network governance
that is reconfigured with public participation, power relations, and building social
capital, thereby enabling the adoption of a people-centred approach to sustainable
tourism development within the community. Critically, this model explaining the
evolution of complex adaptive systems of human–nature, is designated to achieve
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economic resilience, socio-cultural viability and environmental responsibility for the
whole community (Holling, 2001). While Nha Trang tourism is in its infancy, a greater
emphasis on the role of government was recognised to build trust, to reduce the level of
conflict between different stakeholder groups and, as a result, to increase the legitimacy
of the policy. At the same time, much attention is given to the higher quality of
government that is inherent in collaboration network governance, which consists of
public administration, inclusive participation, regulatory enforcement, sharing
information, education and capability building, and stimulating community pride. This
formal collaborative governance, initiated by authorities, is mainly supported by
legislation and institutional interaction. On this issue, formal collaboration networks
require authentic leadership capability leading to responsive, accountable public
administration, and reorganisation by providing innovation. First and foremost,
authentic leadership capability can guarantee the effectiveness of network governance
through building trust, managing conflict, connecting social networks, compiling and
generating knowledge, and supporting social transformation. Those contextual
elements are often used by government agencies to increase their legitimacy and to
manage conflicts without decentralisation of power.

As a consequence, while one characteristic of Nha Trang community proved to be the
close connections among local residents, the current level of community participation
in tourism planning and policies appears weak. Nonetheless, while the government
aims to find a balance between decentralised and centralised control, local residents
gradually seek empowerments to determine their development goals, their hopes and
their concerns for tourism. Further, as tourism continues to expand throughout Nha
Trang, community change is inevitable. A central argument is that while the dominant
role of government was recognised, the growing interest in local people should lead to
a greater voice in the transformative agenda.
Stakeholder engagement and public participation are integral elements of successful
initiatives for development in Nha Trang. These will work, based on the belief that
through collective actions and decision-making process involved stakeholders can
successfully resolve their issues, as well as organise and implement transformation.
The locals become capable of influencing decisions that affect their lives through their
wider participation in the process. Therefore, collaborative planning aims to shift
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decision making from government officials to citizens and stakeholders. One
consideration of the conceptual framework is the importance of building trust and open
dialogue among the participants, whether they respect and learn from each other’s
interests, systems of meaning and attitudes, and whether trust develops between the
stakeholders. Accordingly, communities can be grown on the basis of the rational
transformation when there is a proper distribution of informational power so that
community actions can be in line with accumulated knowledge.

More critically, while enforcement of rules and laws tends to force ‘hard’ collective
actions for the common goals and missions in the short-term, building social capital
relating to reciprocity, mutual interest, trust, and leadership tends to reinforce ‘soft’
collective actions through creating a civic infrastructure to achieve the community of
well-being in the long term. In this regard, informal collaborative network governance
can integrate characteristics of the local community, such as host–guest interaction, into
the tourism planning structure and the process by igniting social capital that encourages
voluntary cooperation behaviours. Alternatively, informal network governance
consistently entails building social cohesion among stakeholders through community
pride. Thus, essential to the informal connections is the operation of local working
groups such as local hotel and travel associations. Being a part of civil society, those
associations are likely to hold the leading role in boosting greater democracy in
decision-making and for representing the interests of those traditionally ignored by
current institutions. In this way, the associations contribute to building trust and
reciprocity, connecting the private sector with the community and connecting the
community to other people and places that are closely related to the development of
social capital.
Generally speaking, the success of Nha Trang sustainable development initiatives in
tourism planning and management is very dependent on the wider participation of
destination stakeholders, the availability of information to stakeholders, and the
willingness of decision makers to collaborate with other stakeholders.
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4.6. Chapter Summary

This research has sought to examine key factors that impact on the adoption of a
people-centred approach to sustainable tourism development in Nha Trang. To achieve
the goal, three research questions in concurrent design for data collection process were
developed to obtain broad and deep understanding of a people-centred approach to
tourism planning and management in Nha Trang. Based on a combination of
quantitative and qualitative findings from key stakeholders, including tourist, local
residents, and governmental officials, three functions (convergence, complementarity,
and expansion) of mixed methods research were conducted to discuss both qualitative
and quantitative data.

In terms of findings and related discussion, the first research question was concerned
with the investigation of a people-centred approach to deliver memorable tourist
experiences, and to enhance the quality of life of residents in the context of the Nha
Trang tourism development. Following it, the discussion highlighted the use of ethics
and social leverage to guide tourism towards sustainability among all stakeholders,
along with the implication of sustainable development principles remaining essential.
The second research question was associated with the investigation of perceptions of
various stakeholders regarding their roles and public participation in Nha Trang
tourism development. The discussion focussed on different stakeholders pursuing
different goals and interests regarding the sustainability issues and involvement in
tourism development. This discussion also reflected great concern about the role of
local residents in public participation when the process of making a decision and
tourism planning is dominated by government authorities.
Concerning the third research question, the findings and discussion revealed that
dimensions of collaboration network governance needed to be established to boost
tourism as a vehicle to achieving sustainability through building social capital and
enhancing the community of well-being in Nha Trang.
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To build a complete picture of a people-centred approach to sustainable tourism within
the tourism context of Nha Trang, in relation to key existing literature and supported by
the findings of this research, the study presented a conceptual framework to embrace
sustainability in the tourism industry. Each component of the framework was identified
as a useful starting point for destination stakeholders when approaching questions of
sustainable tourism development. The implications of this framework are elaborated in
the concluding chapter.
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CHAPTER FIVE. CONCLUSION

5.1. Introduction
This chapter begins by outlining key findings in relation to the three research questions.
Following this, the significance of the contribution to knowledge within the study area
is described in both theoretical and practical terms. Prior to the chapter summary,
limitations of this study and some recommendations for future research are deliberated.
5.2 Key Findings
Not surprisingly, it is critical to embrace the term sustainability by expanding economic
growth in a destination, reducing environmental degradation and preserving traditional
culture. Within the literature review chapter, there is much evidence that the concept of
sustainability has shifted over time (Bramwell & Lane, 2011; Hall, 2011; Weaver,
2006). Arguably, the term sustainability has become overused among scholars and
practitioners, leading to no common understanding of its implementation. In other
words, as the term is so broad and complex, there remains a gap between ideal and real
in the implementation of sustainable tourism development principles.

Given the continued challenge of achieving the objectives of sustainability, the Rio+20
conference in 2012 highlighted that people should be at the centre of sustainable
development (UNCSD, 2012; Osborn, 2013; Waligo et al., 2013). Failure to achieve
the Millennium Development Goals (MDGs) (Harcourt, 2015), despite considerable
effort targeting the achievement of the goals by 2015, indicates that a new system of
development is needed (Jackson, 2011). Solutions to achieving further gains in
development lie in integrating socio-ecological systems within development models
(Norström et. al., 2014).

This study was motivated by the recognition that a more appropriate approach to
sustainability needed to be adopted. Significantly, Griggs et al. (2013) proposed that
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sustainability can be conceived as “development that meets the needs of the present
while safeguarding Earth’s life-support system, on which the welfare of current and
future generations depends” (p. 306). With regard to this conceptualisation of
sustainability in tourism development, there is an urgent need to develop tourism
planning and policy to extract meaningful insights for its practice (Liu, 2003).
Furthermore, from a global perspective, the contribution of tourism towards achieving
MDGs and other related development targets is not as clearly linked as suggested by
the tourism organisations that extol the virtues of tourism (Saarinen & Rogerson,
2014). The failures in development in general and new challenges of ambitious vision
between tourism and its contribution to MDGs (which are revived as the United
Nations Sustainable Development Goals - UNSDGs) indicate adoption of a
transformative development agenda to tourism is needed in order to advance
sustainable tourism development. Given that the potential contribution of tourism is
likely to achieve all the goals in UNSDGs, an emphasis is placed on ‘Goal 8, 12, and
14 on inclusive and sustainable economic growth, sustainable consumption and
production (SCP) and the sustainable use of oceans and marine resources’, aligned
with a people-centred agenda in which no economic, environmental, or socio-cultural
dimension is pursued at the expense of others. More critically, the value of every
person on this planet is respected and enhanced in peace and justice (UNWTO, 2015,
p. 1). It is through people that collective actions towards sustainable societies can be
transformed, forming inclusive and effective institutions at all levels. Investigating a
people-centred approach to sustainable tourism development in Nha Trang, Vietnam,
and its directly related issues has been the overarching objective of this thesis, achieved
via addressing three main research questions as follows:

The first research question was one of investigating how a people-centred approach can
be used to enhance residents’ quality of life, and to deliver memorable tourism
experiences through the tourism development of Nha Trang. From a tourism demand
perspective, it was found that a people-centred approach highlighted the role of the
tourist, showing their diverse needs, and expectations, which represented tourism
demand. A convergence between qualitative and quantitative data, in relation to the
extent satisfaction, was noted by tourists and was supported by memorable tourist
experiences when visiting Nha Trang. More significantly, through the authentic host
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and tourist interactions, the related stakeholders’ attempts to share the knowledge and
to provide goods and services for tourists are consistent with building community pride
among the local community.

From a tourism supply perspective, a people-centred approach is also adopted to ensure
the provision of various products and services to suit the needs of the tourist. As long
as providing tourist experiences facilitates indulgence in the authentic culture of the
destination community, tourists are more likely to be satisfied with attributes of tourism
products and services. In this study, the people of Nha Trang pride themselves on being
friendly, helpful and approachable, and these attributes are authentic and appreciated by
visitors. Interestingly, beyond opportunities to secure financial support for the local
community, such positive feelings and emotions are likely to be transmitted from local
residents to tourists, rather than merely appearing in advanced infrastructure and
facilities. Through host–tourist interaction, community pride is diffused to engender
distinct behaviour and moral responsibility that serves to benefit the community.
Accordingly, an adaptive cycle is shaped as soon as services providers, particularly
local people, co-create a tourism product, and memorable tourist experience. In
parallel, obtaining financial revenue from tourists increases the quality of life of the
community and allows reinvestment to improve the infrastructure to enhance services
for customers. Hence, based on a people-centred approach, the process of sustainable
tourism has been inherent in the enhancement of the material and spiritual lives of local
people. Coupled with tourism impacts perceived by local residents, the community’s
quality of life measurement has been considered as a fundamental factor to examine
community support for sustainable tourism development.

It was noted that on the basis of the principles of sustainable development, a peoplecentred approach had been aligned with responsible tourism development, thereby
enhancing the Nha Trang community well-being. As noted in Chapter Two, responsible
tourism and sustainable tourism have the identical goal of sustainable development, in
which the pillars are associated with environmental integrity, social inclusion,
economic development and cultural preservation (Aall, 2014; Moscardo & Murphy,
2014). In this regard, the practice of sustainable tourism development must comply
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with a number of criteria, involving economic, environmental, and social development,
particularly moral responsibility, as well as social justice that reconciles all benefits
among stakeholders. From responses obtained from authorities and local residents in
Nha Trang, it was identified that a number of respondents have an understanding of
sustainable tourism development, and considers tourism impacts to be important factors
for tourism destination development. Additionally, responsible tourism development
was identified as a way to provide an alternative mindset of tourism planning and
policies in Nha Trang.

The second research question was concerned with identifying perceptions of key
stakeholders, including tourists, local residents and governmental agencies, in terms of
their roles and public participation in the Nha Trang tourism development. From the
findings, it can be argued that integration of sustainability into tourism planning and
destination management in Nha Trang becomes as critical as who will undertake the
principle of sustainability and manipulate the mechanism of collective actions. In
response to this, it was found that all stakeholders are crucial for implementation
sustainable development. Engagement by multiple actors in sustainable development
and responsible development is very important for the establishment of a peoplecentred approach. There is no denying that the local community gradually plays a more
significant role in the development of responsible tourism, en route to achieving
sustainable tourism in Nha Trang.

However, in the process of socio-economic development of Vietnam, particularly Nha
Trang in the earlier stages of development, some stakeholders would play a more
important role than others. Currently, the role of government agencies not only has a
profound influence on the achievement of Nha Trang tourism industry, but also plays a
central part in allocating and conserving all tourism resources. It was evident that the
role of government was aligned with leadership in tourism planning and management
in Nha Trang. To attain holistic approach to tourism planning, the results from the local
resident survey showed that it is critical to achieve wider community participation.
Arguably, engagement in tourism planning and management among stakeholder groups
is weak, often resulting from one stakeholder continuing to function without the other;
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as well, the current level of participation of the stakeholders did not indicate a strong
tie. Therefore, there has been a failure to boost the network between the hierarchically
governmental bodies and the local residents in Nha Trang. Consequently, planning
tourism has been unable to achieve ultimate goals, leading to frequent revisions of
strategic planning and action plans.

The third research question aimed to examine stakeholders’ understanding of policy
changes to tourism development in Nha Trang. This is associated with the development
of social capital, resulting in the well-being of the community. The research found that
planning and management were not explicitly decentralised from national to local
levels in Nha Trang. Additionally, there has been a notion of sustainable development,
and advocates of the notion exist, but outcomes in Nha Trang remain limited. This
leads to the need to scrutinise the relationship between tourism and sustainable
development, as the underlying philosophy of tourism impacts management (Aall,
2014; Dredge & Jamal, 2015; Jamal et al., 2013; Moscardo & Murphy, 2014). In the
case of Nha Trang, it was found that tourism cannot exist in isolation, as it is involved
in many other industries such as construction, agriculture, trading, and internal affairs.
Each becomes a part of the chain of values of products and services in tourism. The
fragmented feature of tourism is realised as its goals of development depend on vast
different factors (Bramwell & Lane, 2000). This study suggested that effective
collaborative network governance required the interplay of stakeholders to work
closely with one another to pursue shared objectives. Specifically, the findings
frequently addressed collaboration network governance, consisting of key themes:
responsive,

accountable

public

administration;

inclusive

participation

and

collaboration; regulatory enforcement, sharing information, education and capability
building, and stimulating community pride. Based on those themes that arose, a
mechanism of collective action leads to the effective implementation of sustainable
tourism development.

Given the current circumstances in Nha Trang, Vietnam, a coordinative network
governance structure appears to be optimum for Nha Trang tourism. A majority of
governmental respondents also shared their agenda in a form of sharing information,
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education and capability building. However, this form of shared governance did not
establish high levels of interplay, since the members of the governmental agencies
retained a degree of autonomy. Thus, normative intervention does not always guarantee
collective actions for the common goals and missions (Cento Bull & Jones, 2006; Doh,
2014; Macbeth et al., 2004; Moscardo, 2014; Moscardo et al., 2013).

More significantly, the development of social networks is closely associated with
reciprocity, mutual interest, trust, and leadership, which can create a civic infrastructure
to achieve the community of well-being (Beaumont & Dredge, 2010; Dredge et al.,
2010; Misener & Mason, 2006). Therefore, social capital can be built by investing in
social relationships, and the networks that emerge can focus on either horizontal or
vertical collaboration (Cento Bull & Jones, 2006; Doh, 2014; Macbeth et al., 2004;
Moscardo, 2014; Moscardo et al., 2013). In so doing, informal collaborative network
governance can integrate characteristics of the local community and host–guest
interaction into the tourism planning structure and process, by igniting social capital
that encourages ‘voluntary cooperation’ behaviours (Putnam, 1993). In this study, it
was noted that informal network governance consistently entails building social
cohesion among stakeholders through community pride. It can be argued that, based on
the establishment of public–private dialogue and the operation of the local hotel
association or local travel association, intensive interactions between key stakeholders,
particularly tourists and the locals, can boost a change in the power structure of the
community. By encountering pressure from a top-down dominant approach to tourism
development, local residents begin to collectively organise themselves and foster their
local identities.
5.3. Implications of the Study
5.3.1 Theoretical Implications
Theoretical implications of this study are significant to the body of knowledge of
sustainable tourism development in the main ways.

With regard to a people-centred approach to sustainability, the first contribution is
associated with a new interpretation and implementation of sustainable tourism
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development, made by addressing the mismatch between ideal and real in the
implementation of sustainable tourism development principles. Adoption of a peoplecentred approach is coincided with the tenet of sustainable development. This adoption
not only entails delivering memorable tourist experiences, but also inﬂuences local
residents to embrace a positive perception of the tourism impact on their sense of wellbeing. Essentially, this adoption concentrates on deepening the relationship between
perceived impacts of tourism and satisfaction with the life domains of the host-guest in
the destination community. In reality, a few previous studies have investigated this by
using a concurrent design of the quality of life of both host and guest as a measurement
outcome for sustainable tourism development. Hence, the present study contributes a
new framework in relation to the provision of a memorable tourist experience, ensuring
the successful quality of life of residents to achieve sustainability goals. This is
reinforced by ‘what is not good for its citizens is not good for tourists’ (UNWTO,
2015, p. 4).

The second contribution of the research, a people-centred approach, enables related
stakeholders to carry out effective planning and management, resulting from the
responsiveness to the current and future needs of both formal and informal
collaborative networks governance. Researchers have asserted that strengthening
stakeholder collaboration is essential to managing a tourism destination. However,
limited research has been conducted on particular stakeholders’ perceived roles within
a collaboration in relation to sustainable tourism destination management. Particularly,
when local government has been much less helpful, the community is distrustful of
local government and the final adopted agenda does not fully represent the
stakeholders’ opinions. Accordingly, destination planning and management may not be
successful due to weak stakeholder engagement. To overcome this major issue in
tourism destination management, this research suggests that collaborative governance
can be seen as an important tool for achieving sustainable tourism development. In
terms of a formal collaborative network, this research suggests that governance
facilitates a connection between government, industry, and host communities as a
public–private partnership to develop community-inspired tourism, community-grown
tourism, and community-delivered tourism, which will ultimately enhance the wellbeing of the host community. More importantly, when it comes to informal
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collaborative networks, using a people-centred approach provides a powerful tool for
fostering social capital during the process of planning and management of the
destination. This kind of attention is given to the importance of building trust and open
dialogue among the participants, particularly non-governmental actors, whether they
respect and learn from each other’s interests, systems of meaning and attitudes, and
whether trust develops between the stakeholders. It was found that throughout authentic
host–guest interaction, community pride is created and heightened to engender distinct
behaviour and moral responsibility of all stakeholders that serve to benefit the
community. Consequently, community pride leads to stakeholder recognition of, and
support for traditions, together with the inspiring diffusion of social values and beliefs
inside and outside of the community.
The third contribution relates to a new framing of sustainability in tourism via the
adoption of a people-centred approach to tourism planning and destination
management. This framework provides a suitable approach towards sustainability
through exploring challenges and opportunities of a paradigm shift in tourism planning
and destination management. The main shift in the paradigm is that economic resilience
and environmental responsibility are also realised, but they occur as a positive byproduct of responsible tourism development, rather than as the impetus. The notion of
public participation has emerged as a feasible path for responsible development.
Additionally, this framework helps to get a comprehensive view of how to link public
participation, power relations, and building social capital, thereby enhancing the quality
of life of the community in order to develop community-inspired tourism.
Furthermore, in the study, using triangulation and functions of mixed methods:
convergence, complementarity, and expansion, provides a significantly holistic
understanding and explanation of the complexity and dynamics of sustainable tourism
development at a destination. This is partly true as the techniques to analyse the
relationship data have not been introduced into tourism field.
5.3.2 Managerial Implications
Apart from theoretical contributions to sustainable tourism development, this research
provides managerial contributions for the tourism industry in Vietnam.
At the national level, if the Vietnamese government retains a strong commitment to
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implementing sustainable development goals in its tourism industry, it is imperative
that strategic plans and a set of indicators for developing sustainable tourism be
developed in ways that ensure they will not only deliver economic benefits, but also
generate positive social and environmental outcomes. Above all, sustainable tourism is
about enhancing the well-being of local communities, including building a sense of
connectedness, liveability and equity, rather than just the modernisation of a tourism
industry. Achieving sustainable practices in the Vietnamese tourism industry will entail
the adoption of a people-centred approach to destination planning and management,
where economic gains are realised but as a positive by-product rather than as the sole
impetus for tourism development. The adoption of a people-centred approach helps to
capture broad-scale changes in thinking about fundamental issues such as the role of
government and public administration, and the relationships between socio-economic
systems and politics in Vietnam.
In terms of the implementation of tourism planning and destination management, this
approach can also be fundamental to collaborative governance by enhancing
coordination among inter-related industries, and departments in Vietnam. Key
intervention is more likely to concentrate on effective communication and capacity
building among stakeholders, particularly the local people within the aim of improving
the well-being of the community. It is important to create a mechanism of both ‘hard’
and ‘soft’ collective actions in a feasible manner and to help stakeholders, particularly
local residents understand the impacts of tourism in terms of economic, social,
environmental aspects, and capability building in order to participate in tourism
planning and management. As a result, opportunities of civil infrastructure
development will be created to support effective public participation in a range from
knowledge-based decisions to value-based decisions.
At the local level, it seems that Nha Trang is at a turning point where a people-centred
approach proposes a greater responsibility for all actors’ lives within their
communities. At this point, while tourists may have much to learn from host
communities about sustainable living and the protection of natural and cultural
resources, social and cultural changes are also realised to achieve a holistic approach in
which tourism should be viewed as one of the vehicles for exchanging sustainable
values. Accordingly, an emphasis on a people-centred approach should be placed on
the adoption of values and beliefs, particularly the ethical norms, which would be
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respected by all stakeholders in tourism. This means that the concept of sustainable
tourism development requires radical changes among all stakeholders in the tourism
industry, from responsible tourism providers to responsible tourists. If such moral
responsibility is reached and regarded as both a precondition for action and a
component of the decision-making process, positive outcomes of the development of
tourism might be obtained. In other words, socially and environmentally responsible
tourism is a good option for local communities in order to protect the environment,
rebuild the communities, and renew their sense of pride in their culture and identity.
The practice of shared ethical responsibility and social justice among the stakeholders
is vital to operationalise the mindset of sustainable tourism in Nha Trang, Vietnam.
Due to little conflict between the self-interests of key stakeholders in Nha Trang,
benefits can be derived from working together to attract higher volume of tourists and
to enhance the quality of the tourism experience. When public–private dialogue
frequently pushes for more collaboration, considerable room for synergy exists. In turn,
their efforts maximise the positive impacts of tourism, and enable collaboration to
generate innovative and effective solutions to the challenges they face as a
collective. In this light, local residents in Nha Trang have the opportunity to share the
leadership role not only by strengthening a sense of connectedness among local
community networks, but also by prioritising their goals in the socio-economic
development of the community in the future. In doing so, providing clear ideas and
direction demonstrates that the tourism is part of the solution to creating a sustainable
development, rather than tourism being a cause of unsustainable development.
5.4 Limitations and Directions for Future Research
5.4.1 Limitations of research
Generally speaking, this study provided contributions to the adoption of sustainable
tourism development, taking into account a people-centred approach to tourism
planning and management. However, four main limitations are noted in generalising
the results of this study. Future research can overcome these limitations to make
valuable contributions to the literature of sustainable tourism practices.
The first limitation relates to a question of generalisation across a large extent context.
According to the application of case study strategy, primary data was collected in the
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Nha Trang city, Khanh Hoa province, Vietnam. While collection data was conducted in
both qualitative and quantitative strands, it is acknowledged that the study was
employed in a single case study.
The second limitation of this research is the sample size, as described in Chapter Three.
Although two quantitative surveys for tourists and residents were implemented,
sampling size of each survey was sufficient to run, but not ideal for statistical analysis.
Specifically, those sample sizes are small (190, and 141 respondents), and may not
represent the perceptions of most tourists and local residents in Nha Trang city. It is
possible that the study was conducted in terms of perceptions, and attitudes of local
residents and tourists and degree of the social network, may be a bit different from the
reality of Nha Trang tourism development.
The third limitation of the study can be recognised in relation to there being no
investigation of the private sector. In this research, government agencies, tourists, and
the host community were so critical to implementing sustainable tourism development
principles in Nha Trang, as mentioned in Chapter One, Section 1.3. Delimitation. In
case of the business sector involvement in the topic, additional insights into their
perceptions, attitudes, and behaviours concerning sustainable tourism development can
support more comprehensive study through promoting wider corporate social
responsibility agenda and coordinating their actions and other related stakeholders
towards sustainability, and pro-poor tourism.
The final limitation of this research is that while pride is seen to have diverse features:
authentic, beta, hubristic, alpha dimensions (Williams & DeSteno, 2008, 2009), this
study only focused on authentic community pride, which is frequently seen to be a
positive social leverage (Smith, 2015). At the same time, the study has not measured
the dual impacts amongst key factors, including a sense of identities, moral
responsibility, trust, and authenticity that affect community pride. Further research
could extend the scope of this study.
5.4.2. Directions for Future Research
This research has achieved its aim of identifying and examining a people-centred
approach to tourism planning and management in Nha Trang. Vietnam. In this regard,
the study provided a discourse between the need for efficient management and
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inclusive decision-making. Beyond this view, it can be argued that tourism needs to be
seen as an obvious opportunity for responsible development, and a people-centred
approach could be viewed as having the capacity to stimulate positive change rather
than to maintain the tourism development status quo. Three directions for future
research may contribute to further knowledge of sustainable tourism development.
Firstly, a replication of this study could use a larger sample size and be undertaken in a
different geographical context. Further empirical research remains essential to expand
the scope of this study’s findings within various places inside and outside of Vietnam.
Secondly, future research can extend an integrated framework for the adoption of a
people-centred approach to sustainable tourism development by modifying the research
model developed for this thesis. More specifically, future research is needed, not only
to test its application to other areas and/or larger scale of analysis for validation of the
research model, but also to incorporate other key tourism stakeholders, namely the
tourism businesses in the study. In this light, future research can explore how tourism
businesses perceive their roles in public participation, and determine who is the winner
or loser within a people-centred approach to tourism planning and destination
management.
Thirdly, future research could include community pride as an adaptive emotion factor
in social interaction developed in the integrated framework. This could be added and
examined in any future study in terms of its considerable moderating effect on
problem-solving task among stakeholders. Also, future research needs to examine
relationships between the sense of identities, moral responsibility, and trust perceived
by each personal stakeholder, and the community pride that is utilised as positive social
leverage to boost collaborative networks; this would offer potentially more insights into
the characteristics of community pride in responding to challenges of sustainable
tourism development. Given that community pride is considered important, as this
research suggests, further investigation is required to determine to what extent
community pride affects both authentic destination leadership and the building of social
capital within a community.
5.5. Summary
Overall, this chapter presents a brief summary of the investigation and draws together
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key findings in relation to the three research questions posed in Chapter One, and
discussed in Chapter Four. The study was employed to examine a people-centred
approach to tourism planning and management in recognition of the growing
importance of sustainable tourism development in Nha Trang, Vietnam. The findings
draw attention to collective actions on sustainable development by conceptualising a
people-centred approach to sustainability in tourism. This approach and findings are
associated with embracing socio-cultural viability – namely host community pride,
along with improved economic resilience and the stimulation of environmental
responsibility. The conceptualisation can be viewed through the integrated framework
shown in Figure 4.5. Given that all service providers and tourists co-build the local
community’s social capital through community pride, this people-centred approach
should make use this idea that anything which ‘is not good for its citizens is not good
for tourists’ (UNWTO, 2015, p. 4). Furthermore, in order to improve the well-being of
the community, responsible tourism needs to be driven by values, and to concentrate on
the ethical consumption of individuals, groups, and organisations, thus going beyond
the management of natural resources and the impacts of tourism.
Additionally, this research highlighted the paradigm shift in current approaches to
tourism development and management. It is quite challenging in Vietnam, but it is an
extremely important perspective in tourism planning and management. With more
inclusive and effective planning and management, this approach not only encourages
the voices of the vulnerable in society in the decision-making process, but also
motivates responsiveness to current and future needs through the governance of both
formal and informal collaborative networks.
The acknowledgement of some limitations of the study, a number of directions for
future research are recommended to focus intensively on social leverage to provide
important insights into the framing of sustainability in tourism.
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Appendix A1. Information sheet

Embracing Sustainability through a People-centred Approach
To Tourism Planning and Destination Management
in Nha Trang, Vietnam - Ref No: HSL/31/13/HREC
Chief Investigator

Associate Investigator

Student Researcher

Dr.Lisa Beesley-De Andrade
Senior Lecturer
Department of Tourism, Sport and Hotel
Management
N72 Building, Room 0.38
Nathan campus,
Griffith University,
Phone: +61 7 3735 6607
Fax: +61 7 3735 6743
Email: l.beesley@griffith.edu.au

Dr. Robert Hales
Lecturer
Department of Tourism, Sport and Hotel
Management
Business 2 (G27), Room 2.24
Gold Coast campus,
Griffith University
Phone: +61 7 5552 7350
Fax: +61 7 5552 8507
Email: r.hales@griffith.edu.au

Hoai Nam VU
PhD Candidate
Department of Tourism, Sport
and Hotel Management
N72 Building, Room 0.17
Nathan campus,
Griffith University
Phone: +64 416987676/
+844 91248 5946
Email: hoai.vu@griffithuni.edu.au

Dear Sir/Madam,
The purpose of this research is to develop a model for sustainable tourism development in Nha
Trang, Vietnam. To achieve this outcome it is necessary to examine existing tourism policy
framework and approaches to tourism development, along with residents’ and tourists’ attitudes
towards current tourism development. The results of this study will be used to inform policy,
planning and management of tourism destinations in Vietnam in ways that are both sustainable
and responsible.
This research is being conducted as part of the student’ doctoral dissertation. As a resident of
/visitor to Nha Trang, you are asked to complete the questionnaire relating to your perceptions,
attitudes towards tourism development in Nha Trang. You will be encouraged to provide
insights into specific actions undertaken by the government and the private sector in relation to
development of Nha Trang. Survey will take approximately 10 minutes to complete.
Griffith University conducts research in accordance with the National Statement on Ethical
Conduct in Human Research. If potential participants have any concerns or complaints about
the ethical conduct of the research project they should contact the Senior Manager, Research
Ethics and Integrity on 373 54375 or research-ethics@griffith.edu.au.
By agreeing to participate in this survey you are indicating your consent to participate.
Thank you very much for your time
Yours faithfully,

Hoai Nam Vu
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Appendix A2. Survey of Tourist visiting Nha Trang

Phiếu 01 .KDL

QUESTIONNAIRES

Please show your opinion by marking a tick () in the suitable gap ☐
1. Are you a frequent traveller going abroad?
 Once a year

 Several times a year

 Very seldom

2. How many times have you been to Nha Trang, including this time?
First time

Second time

3. How are you traveling ?

Third time

 By a group tour

4. How many days did you plan to stay in Nha Trang?

 More than 3 times
 Individual traveller
days

5. Where did you get information about Nha Trang before departure?
Travel agency
Catalogues, brochure
Friend/relatives
Vietnamese websites

 Guide book/poster
Tourism fairs, exhibitions, road shows,
Vietnamese Embassy
Other websites:.............................

6. What is your deepest impression about Nha Trang ?
Unique culture
Rich nature
Destination with long history
Hospitable and kind people
Variety of gastronomy

Poor and under –developed destination
 Place with a lot of vestiges from the wars
 Destination with much renovation after the wars
Variety of cultural and natural heritage
No specific impression

7. How far in advance did you prepare for this journey to Nha Trang ?
 1 year

6 months

3 months

1 month

8. Could you compare your real impression from the trip with your expectation before
departure?
 More interesting

 Same

 Less than my expectation
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9. Please indicate to what extents do you agree or disagree with the following attributes
and factors of NHA TRANG as a Tourism Destination

(Please circle one number one letter on the right side for each
statement)

A = Strongly disagree,
B = Disagree,
C = Neither agree nor disagree
(Neutral), D = Agree and
E = Strongly agree

OVERVIEW OF THE CITY
9.1. Cleanliness

A

B

C

D

E

9.2. Good weather

A

B

C

D

E

9.3. Personal safety and security

A

B

C

D

E

9.4. Variety of signage for tourists

A

B

C

D

E

9.5. Hospitable conduct of local people

A

B

C

D

E

9.6 Vibrant urban atmosphere

A

B

C

D

E

9.7 Quality of health and medical services

A

B

C

D

E

9.8. Variety of historical, cultural and architectural sites

A

B

C

D

E

9.9 Beautiful natural landscapes

A

B

C

D

E

9.10 Variety of special events and festivals

A

B

C

D

E

9.11 Convenient opening hours

A

B

C

D

E

9.12 Courtesy of service

A

B

C

D

E

9.13 Reasonable price of local services

A

B

C

D

E

9.14 Hygiene and sanitary

A

B

C

D

E

9.15 Easy to access local transport

A

B

C

D

E

9.16 Accurate schedules

A

B

C

D

E

9.17 Good condition of transportation

A

B

C

D

E

TOURIST ATTRACTIONS

TOURISM SERVICES
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FOOD AND BERVERAGE
9.18 Reasonable prices

A

B

C

D

E

9.19 Rich variety of restaurants and cafeterias

A

B

C

D

E

9.20 Varied menu in restaurants

A

B

C

D

E

9.21 High quality food and beverage

A

B

C

D

E

9.22 Reasonable prices

A

B

C

D

E

9.23 Effective management and customer services

A

B

C

D

E

9.24 Pleasant hospitality environment

A

B

C

D

E

9.25 Standard of cleanliness property

A

B

C

D

E

9.26 Standard of furnishing property

A

B

C

D

E

9.27. Use of modern, advanced technology and information
systems. (e.g. reservation system)

A

B

C

D

E

9.28 Variety of challenging and exciting
outdoor trips

A

B

C

D

E

9.29. Opportunity to be close to nature

A

B

C

D

E

9.30 Opportunity for leisure and recreational activities

A

B

C

D

E

ACCOMMODATION

LEISURE AND RECREATION
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10. Please indicate to what extents do you agree or disagree with the following
statements by circling one number for each statement:
Strongly
disagree

STATEMENTS

Strongly
agree

Neutral

Communication- Collaboration (with local people and tourists)*
10.1. Nha Trang information is widely shared among local people and
tourists

1

2

3

4

5

10.2 I am happy to get information about local community and Nha
Trang tourism

1

2

3

4

5

10.3 I am satisfied with discussing issues related to tourism in Nha
Trang community with local residents

1

2

3

4

5

10.4. I like to speak to local residents about my experiences from
traveling to Nha Trang

1

2

3

4

5

10.5 I see commitment among local residents responsible for tourism
development

1

2

3

4

5

10.6 I see coordination and cooperation between government
authorities and locals residents responsible for tourism planning

1

2

3

4

5

10.7.Overall, I think local residents are satisfied with visitors to their
community

1

2

3

4

5

10.8 I have faith that this collaboration would keep all our best
interests in mind

1

2

3

4

5

1
1

2
2

3
3

4
4

5
5

10.11.I believe local residents embrace community’s welfare as well
as their own

1

2

3

4

5

10.12 Some locals try to exploit trading

1

2

3

4

5

10.13 This trip provide special memories to me

1

2

3

4

5

10.14. Overall, I am fully satisfied with my visitation

1

2

3

4

5

10.15 I will return to NHA TRANG some day

1

2

3

4

5

10.16 It was rewarding with the price I paid for this trip

1

2

3

4

5

10.17 I will speak positive things about NHA TRANG to other people

1

2

3

4

5

10.18 I will highly recommend NHA TRANG to those who want to take
a trip to Vietnam

1

2

3

4

5

Trust between local people and tourists
10.9 All locals are very honest when dealing with each other
10.10 The information provided by local residents is always reliable

Tourist satisfaction
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PERSONNAL INFORMATION
11.Your personal details: Please indicate by a tick () on the scale below
Age:  Under 20
Sex:

Male 

 20-29

 30-39

40-49

50-59

60 and above

Female

Nationality:............................................................................
12. Occupation:
 Business
 Journalist, writer
 Professor, Lecturer, Teachers
 Retired
 Architect, Engineer, Doctor, Pharmacist
 Pupil, Student
 Employee of Governmental Agency
 Employee of Provincial Agency
 Employees of International Organizations
. Others (please specify): ……………………………………………………………….
13. Could you please estimate your monthly income? (currency: USD)
 < 1000 USD
 1001 USD to 2000 USD
 5001 USD to 10.000 USD
 > 20.000 USD

 2001 USD to 5000 USD
 10.001 USD to 20.000 USD

Thank you for taking time to complete this questionnaire
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Appendix A3. Measurement Scales of
Survey of Tourist visiting Nha Trang
Indicator sources

Operationalisation
Travel Motivation and Characteristic
1. Are you a frequent traveller going abroad?

2. How many times have you been to Nha Trang, including
this time?
Leiper (2004); Lew (1987); Middleton &
3. How are you traveling?
Clarke, (2001); Reisinger & Turner (1999),
4. How many days did you plan to stay in Nha Trang?
Perdue et al. (2004);
5. Where did you get information about Nha Trang before
departure?
6. What is your deepest impression about Nha trang?
7. How far in advance did you prepare for this journey to
Nha Trang?
8. Could you compare your real impression from the trip
with your expectation before departure?

Hu & Ritchie (1993); Lew (1987)
Middleton & Clarke ( 2001);
Parasuraman et al. (1985); Pizam et
al.(1978)

Tourist perception of NHA TRANG destination attributes
Driscoll et al.(1994); Hu & Ritchie
(1993) ; Leiper( 2004); Lew (1987);
Reisinger & Turner (1999)
Hu & Ritchie (1993); Pizam et al.(1978)

9.1. Cleanliness
9.2. Good weather
9.3. Personal safety and security

9.5. Hospitable conduct of local people

Driscoll et al.(1994) ;Parasuraman, et
al.,(1985);
Hu & Ritchie (1993); Pizam et al.(1978)

9.6 Vibrant urban atmosphere

Hu & Ritchie (1993); Pizam et al.(1978)

9.4. Variety of signage for tourists

Middleton & Clarke (2001);
Parasuraman, et al. (1985)

9.7 Quality of health and medical services
9.8. Variety of historical, cultural and architectural sites
9.9 Beautiful natural landscapes
9.10 Variety of special events and festivals

Driscoll et al.(1994); Hu & Ritchie
(1993) ; Leiper( 2004); Lew (1987);
Reisinger & Turner (1999)
Middleton & Clarke ( 2001);
Parasuraman, et al. (1985); Perdue et
al. (2004);
Pizam et al.(1978)

9.11 Convenient opening hours
9.12 Courtesy of service

Pizam et al.(1978)

9.13 Reasonable price of local services

Parasuraman, et al., 1985; Perdue et
al., (2004);
Hu & Ritchie (1993); Pizam et al.(1978)

9.14 Hygiene and sanitary
9.15 Easy to access local transport

Driscoll et al.(1994) ;Parasuraman, et
al.,(1985);

9.16 Accurate schedules

Hu & Ritchie (1993); Pizam et al.(1978)

9.17 Good condition of transportation
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Indicator sources

Operationalisation
9.18 Reasonable prices

Hu & Ritchie (1993); Pizam et al.(1978)

9.19 Rich variety of restaurants and cafeterias

Middleton & Clarke ( 2001);
Parasuraman, et al. (1985); Perdue et
al. (2004);

9.20 Varied menu in restaurants

Driscoll et al.(1994); Hu & Ritchie
(1993)
Middleton & Clarke ( 2001);
Parasuraman, et al. (1985); Perdue et
al. (2004);
Hu & Ritchie (1993); Pizam et al.(1978)

9.21 High quality food and beverage
9.22 Reasonable prices
9.23 Effective management and customer services

Pizam et al.(1978);

9.24 Pleasant hospitality environment

Hu & Ritchie (1993); Pizam et al.(1978)

9.25 Standard of cleanliness property

Driscoll et al.(1994); Hu & Ritchie
(1993)
Hu & Ritchie (1993); Pizam et al.(1978)

9.26 Standard of furnishing property
9.27. Use of modern, advanced technology and information
systems. (e.g. reservation system)
9.28 Variety of challenging and exciting
outdoor trips
9.29. Opportunity to be close to nature
9.30 Opportunity for leisure and recreational activities

Driscoll et al.(1994); Hu & Ritchie
(1993) ; Leiper( 2004); Lew (1987);
Middleton & Clarke (2001);
Parasuraman et al. (1985); Perdue et
al. (2004) Reisinger & Turner (1999);
Hu & Ritchie (1993)

Host–Guest Interaction
10.1. Nha trang information is widely shared among local
people and tourists

Heitmann, (2011); Prahalad &
Ramaswamy (2004);

10.2 I am happy to get information about local community
and Nha Trang tourism

Leiper( 2004); Lew (1987); Middleton
& Clarke (2001);

10.3 I am satisfied with discussing issues related to tourism
in Nha Trang community with local residents

Perdue et al.(2004); Prahalad &
Ramaswamy (2004)

10.4. I like to speak to local residents about my experiences
from traveling to Nha Trang

Jack & Phipps (2005);Perdue et
al.(2004)

10.5 I see commitment among local residents responsible
for tourism development
10.6 I see coordination and cooperation between
government authorities and locals residents responsible for
tourism planning
10.7.Overall, I think local residents are satisfied with
visitors to their community
10.8 I have faith that this collaboration would keep all our
best interests in mind
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Leiper (2004); Lew (1987); Marsh &
Henshall (1987).

Perdue et al.(2004)
Marsh & Henshall (1987)

Indicator sources

Operationalisation
Trust between local people and tourists
10.9 All locals are very honest when dealing with each other
10.10 The information provided by local residents is always
reliable
10.11.I believe local residents embrace community’s welfare
as well as their own

Ap (1992); Choi & Sirakaya(2005);
Nunkoo & Smith (2014)
Jack & Phipps (2005); Heitmann,
(2011);Hu & Ritchie (1993); Nunkoo &
Smith (2014)

10.12 Some locals try to exploit trading
Tourist satisfaction
10.13 This trip provide special memories to me
10.14. Overall, I am fully satisfied with my visitation

Heitmann (2011); Kim et al. (2012);
Otto & Ritchie(1996); Prahalad &
Ramaswamy (2004);
Middleton & Clarke (2001); Pizam et
al.(1978);

10.15 I will return to NHA TRANG some day
10.16 It was rewarding with the price I paid for this trip

Hu & Ritchie (1993); Pizam et al.(1978)

10.17 I will speak positive things about NHA TRANG to other
people

Kim et al. (2012); Otto & Ritchie(1996)

10.18 I will highly recommend NHA TRANG to those who want
to take a trip to Vietnam

Middleton & Clarke (2001); Pizam et
al.(1978);

201

Appendix A4. Analysis of Variance in Stepwise Regression Models
(Part 1)
Model
1

Sum of Squares
54.373

1

54.373

Residual

90.435

158

.572

144.808

159

Regression

62.828

2

31.414

Residual

81.980

157

.522

144.808

159

Regression

68.396

3

22.799

Residual

76.412

156

.490

144.808

159

Regression

72.765

4

18.191

Residual

72.043

155

.465

144.808

159

Regression

76.500

5

15.300

Residual

68.308

154

.444

144.808

159

Total
3

Total
4

Total
5

Mean Square

Regression

Total
2

df

Total

F

Sig.

94.995

.000b

60.161

.000c

46.545

.000d

39.138

.000e

34.494

.000f

a. Dependent Variable: Overall TOURIST SATISFACTION
b. Predictors: (Constant), COMMUNICATION & SUPPORT factor score
c. Predictors: (Constant), COMMUNICATION & SUPPORT factor score, ACCOMMODATION factor score
d. Predictors: (Constant), COMMUNICATION & SUPPORT factor score, ACCOMMODATION factor score, PEOPLE & NATURE factor
score,

e. Predictors: (Constant), COMMUNICATION & SUPPORT factor score, ACCOMMODATION factor score, PEOPLE & NATURE factor
score, LEISURE AND RECREATION factor score,

f. Predictors: (Constant), COMMUNICATION & SUPPORT factor score, ACCOMMODATION factor score, PEOPLE & NATURE factor
score, LEISURE AND RECREATION factor score, CITY ‘s FEATURE factor score
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Appendix A3. Analysis of Variance in Stepwise Regression Models
(Part 2)

Model
1 (Constant)

Unstandardized

Standardized

Collinearity

Coefficients

Coefficients

Statistics

B

Std. Error

.040

.060

.584

.060

.045

COMMUNICATION & SUPPORT
ACCOMMODATION

Beta

t

Sig.

.663

.509

9.747

.000

.057

.792

.430

.585

.057

.615 10.238

.241

.060

.242

.050

COMMUNICATION & SUPPORT

COMMUNICATION & SUPPORT

VIF

1.000

1.000

.000

1.000

1.000

4.024

.000

1.000

1.000

.055

.901

.369

.586

.055

.615 10.576

.000

1.000

1.000

ACCOMMODATION

.242

.058

.242

4.169

.000

1.000

1.000

HOSPITALITY

.188

.056

.196

3.371

.001

1.000

1.000

.056

.054

1.045

.298

COMMUNICATION & SUPPORT

.584

.054

.613 10.822

.000

1.000

1.000

ACCOMMODATION

.235

.057

.236

4.157

.000

.998

1.002

HOSPITALITY

.186

.054

.194

3.424

.001

1.000

1.000

LEISURE AND RECREATION

.168

.055

.174

3.066

.003

.998

1.002

.049

.053

.934

.352

COMMUNICATION & SUPPORT

.583

.053

.612 11.055

.000

1.000

1.000

ACCOMMODATION

.224

.055

.224

4.038

.000

.993

1.007

HOSPITALITY

.181

.053

.189

3.419

.001

.999

1.001

LEISURE AND RECREATION

.172

.054

.177

3.199

.002

.998

1.002

DESTINATION IMAGE

.166

.057

.161

2.902

.004

.994

1.006

2 (Constant)

3 (Constant)

4 (Constant)

5 (Constant)

a. Dependent Variable: TOURIST SATISFACTION
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.613

Tolerance

Appendix A4. Survey of Nha Trang Residents
QUESTIONNAIRES

To begin with we would like to ask you about your overall impression of tourism in Nha
Trang city, Khanh Hoa province, Vietnam
1. When you think of tourism in Nha Trang, what words first come to your mind?

2. Which of the following statements best describes the way you feel about tourism in Nha
Trang? (tick one only)
I like tourists, they are great for Nha Trang
I tolerate tourists and minor inconveniences but they are good for the community
I adjust my lifestyle to avoid the inconveniences associated with tourism
I stay away from places where tourists go because I don’t want anything to do with them
3. With regard to the total number of tourists, should Nha Trang be trying to attract….. (tick
one only)
Fewer

About the same number

More

4. Which of the following statements best describes the level of contact that you have

with tourists? (tick one only)
I never come into contact with tourists as far as I am aware
I see tourists around but don’t usually speak to them unless they ask for direction etc.
I often interact with tourists as part of my job
I often meet tourists around Nha Trang and talk to them
I have made friends with tourists during their stay, but have not kept in contact
I have made friends with tourists and kept in contact after they have left Nha Trang

5. Overall, how does tourism affect your personal quality of life? Please indicate by circling
one number on the scale below.
Very Negatively
1

2

No Effect
3
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4

Very Positively
5

6. What do you think of the following impacts of tourism at present and for future on the
community as a whole in Nha Trang?
Current condition

Tourism development will make

Worsen Poor N/A Good Excellent

Worsen Poor N/A Good Excellent

(Please circle number on the scale)
6.1. Personal safety and
1
security
6.2. Cleanliness
1

1

2

3

4

5

2

3

4

5

1

2

3

4

5

2

3

4

5

1

2

3

4

5

6.3. Air quality

1

2

3

4

5

1

2

3

4

5

6.4. Water quality

1

2

3

4

5

1

2

3

4

5

6.5.Community pride among
local residents

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

3

4

5

1

2

3

4

5

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

6.6. Quality of coastal
environment (beach, space)
6.7. Conservation of local
cultural assets
6.8. Amount of
entertainment opportunities
6.9. Good relationship
between residents and
tourists
6.10.Your personal income

1

2

1

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

6.11.Employment
opportunities
6.12.Training opportunities

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

6.13.Money generated by
local businesses
6.14.Property value (cost of
real estate)
6.15.Cost of living in the area

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

6.16.Raising awareness of
tourism in community
6.17.Others (Please mention
below):

1

2

3

4

5
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7. What do you think of the following tourism development options in Nha Trang?
(Please circle one number on the scale below)
Strongly
disagree

Strongly
agree

Neutral

7.1

Overall, the benefits of tourism development in Nha Trang
will outweigh its costs

1

2

3

4

5

7.2

Tourism looks like the best way to help Nha Trang
economy
In general, sustainable tourism development should be
actively encouraged in Nha Trang

1

2

3

4

5

1

2

3

4

5

The government plays the leadership role in managing the
city
as
a tourism
destination
Safety
and security
in Nha Trang

1

2

3

4

5

1

2

3

4

5

7.3
7.4
7.5
7.6

Developing infrastructure to serve community needs

1

2

3

4

5

7.7

Increased tourism would damage quality of life in Nha
Trang

1

2

3

4

5

7.8

Organising various cultural festivals, fairs, museums

1

2

3

4

5

7.9

Protecting and improving more marine wildlife habitat

1

2

3

4

5

7.10

Promoting ethical responsibility in tourism development

1

2

3

4

5

7.11

Expanding opportunities for private tourism business

1

2

3

4

5

1

2

3

4

5

7.12

Encouraging local citizen participation in decision-making
about tourism development

7.13

Environmental considerations in tourism planning and
policy

1

2

3

4

5

7.14

Providing education and training opportunities for local
residents

1

2

3

4

5

1

2

3

4

5

7.15

Offering more information for tourists

7.16

Collaboration and cooperation among shareholders in
planning and managing tourism

1

2

3

4

5

7.17

Others (Please mention below):
---------------------------------------------------------------------------------

1

2

3

4

5
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8.

What do you think of the following statements on Nha Trang community development?
(Please circle

one number on the scale below)
Strongly
disagree
1

1

Neutral

2

3

Strongly
agree

4

5

8.1

I am very attached to this community

8.2

I have an emotional bond with this community

1

2

3

4

8.3

I am interested in what is going on in the community

1

2

3

4

5

1

2

3

4

5

8.4

If I have had an opportunity, I would have moved away
from this community

3

5

5

8.5

I have developed good friendships within this community

1

2

3

4

5

8.6

I am proud of living in this community

1

2

3

4

5

1

2

3

4

5

8.7

I am willing to invest my efforts and time to make
community a better place

8.8

Community is an ideal place to live

1

2

3

4

5

8.9

I feel commitment to this community

1

2

3

4

5

8.10 I am interested in local tourism development activities

1

2

3

4

5

8.11 I wish to be involved in local tourism decision making
process

1

2

3

4

5

8.12 Others (Please mention below):
-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------were you born? (tick one only)
9. Where

1

2

3

4

5

Within Nha trang Bay
Nha trang city

Elsewhere in Vietnam
In another country

10. How many years have you lived in Nha Trang?
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11. What is your employment status? (tick one only)
Employed by government
Unemployed, looking for work
Home duties
Worker/Farmer

Student
Part time work
Retired
Other ⇒ please state

12. What is your gender?
Female

Male

13. Please circle your age group:
1.
2.
3.

15-24
25-34
35-44

4.
5.
6.

45-54
55-64
Over 64

14. What is the highest education level you have completed? (tick one only)
No formal qualifications
Completed year 10 at school
Completed year 12
Qualifications

Technical College
Undergraduate Degree
Post Graduate Degree
Other ⇒ please state…………………

15. What is your total annual household income (from all members) tick one only?
< 1000 USD
1001 USD to 2000 USD
2001 USD to 5000 USD
5001 USD to 10.000 USD
10.001 USD to 20.000 USD
> 20.000 USD

Thank you for taking time to complete this questionnaire
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Appendix A5. Measurement Scales of
Survey of Nha Trang Residents
Indicator sources

Operationalisation
Community Attitudes Towards Tourism
1. When you think of tourism in Nha Trang, what words first
come to your mind?
2. Which of the following statements best describes the way
you feel about tourism in Nha Trang?

Fredline, Deery & Jago(2006)
Fredline, Deery & Jago(2006)

3. With regard to the total number of tourists, what to extent
should Nha Trang is trying to attract?

Doxey (1975) ;
Fredline, Deery & Jago(2006)

4. Which of the following statements best describes the level of
contact that you have with tourists?

Fredline, Deery & Jago (2006);
Sharpley (2008)

5. Overall, how does tourism affect your personal quality of life?

Andereck & Jurowski, 2006;
Fredline, Deery & Jago(2006)

Community Perceptions of Tourism Impacts
Cohen (1988); King et al. (1991);
Tosun, (2002)
Choi and Murray (2010),
Fredline, Deery & Jago(2006)

6.1. Personal safety and security
6.2. Cleanliness
6.3. Air quality

Fredline, Deery & Jago(2006)

6.4. Water quality

Jurowski & Gursoy (2004);
Fredline, Deery & Jago(2006)
Andereck et al. (2005); Andereck &
Jurowski (2006) Choi & Sirakaya(2005);

6.5.Community pride among local residents

Choi and Murray (2010),
Fredline et al. (2006)

6.6. Quality of coastal environment (beach, space)
6.7. Conservation of local cultural assets

Brunt & Courtney (1999); Gilbert &
Clark,(1997); Long et al.(1990)

6.8. Amount of entertainment opportunities
6.9. Good relationship between residents and tourists

Ap (1992); Choi and Murray (2010);
Sharpley (2008)
McCool & Martin (1994);
Long et al., (1990)

6.10.Your personal income
6.11.Employment opportunities

Gilbert & Clark (1997); Johnson et al.,
(1994); Liu & Var (1987)

6.12.Training opportunities

Middleton & Clarke (2001);
Sharpley (2008)
Dyer et al. (2007); Jurowski (1994); Ko
& Stewart (2002)

6.13.Money generated by local businesses

Ap & Crompton (1993); Inskeep (1991);
McCool & Martin (1994); Tooman
(1997)
Liu & Var (1986);
Jurowski & Gursoy
(2004); Fredline, Deery & Jago(2006)
Sharpley (2008)

6.14.Property value (cost of real estate)
6.15.Cost of living in the area
6.16.Raising awareness of tourism in community
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Indicator sources

Operationalisation
Tourism development options

7.1. Overall, the benefits of tourism development in Nha Trang Andereck et al. (2005), Ap (1992); Choi &
Sirakaya(2005); Choi and Murray (2010),
will outweigh its costs
7.2 Tourism looks like the best way to help Nha Trang economy

Andereck & Vogt (2000);
Fredline, Deery & Jago(2006)

7.3 In general, sustainable tourism development should be
actively encouraged in Nha Trang

Choi & Sirakaya(2005);Marcouiller
(1997); Nunkoo & Ramkissoon (2011);
7.4. The government plays the leadership role in managing the Oviedo-García, Castellano-Verdugo, &
city as a tourism destination
Martín-Ruiz, (2008); Ruhanen (2013);
Cohen (1988); King et al. (1991);
Tosun, (2002)

7.5. Safety and security in Nha Trang
7.6. Developing infrastructure to serve community needs

Fredline, Deery & Jago(2006)

7.7. Increased tourism would damage quality of life in Nha
Trang

Andereck et al. (2005);
Fredline, Deery & Jago(2006)

7.8. Organising various cultural festivals, fairs, museums

Fredline, Deery, & Jago(2006)

7.9. Protecting and improving more marine wildlife habitat

Jurowski & Gursoy (2004);
Fredline, Deery & Jago(2006)

7.10 Promoting ethical responsibility in tourism development
7.11. Expanding opportunities for private tourism business

Carbone (2005); Uysal, et al. (2012)
Fredline, Deery & Jago(2006)

7.12. Encouraging local citizen participation in decision-making
Nunkoo & Ramkissoon (2011b); Oviedoabout tourism development
García, Castellano-Verdugo, & MartínRuiz, (2008)
7.13.Environmental considerations in tourism planning and
policy
Middleton & Clarke (2001);
7.14. Providing education and training opportunities for local
Sharpley (2008)
residents
Sharpley (2008)

7.15. Offering more information for tourists
7.16.Collaboration and cooperation among shareholders in
planning and managing tourism
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Byrd (2007).;Martín-Ruiz, (2008);
Yuksel et al. (1999)

Indicator sources

Operationalisation
Community Attachment and Participation
8.1. I am very attached to this community
8.2. I have an emotional bond with this community

Andereck et al. (2005),
Choi & Murray (2010)
Kim, Uysal & Sirgy (2013)

8.3. I am interested in what is going on in the community

Fredline, Deery & Jago(2006)

8.4. If I have had an opportunity, I would have moved away from
this community

Doxey (1975); Lankford (1994)

8.5. I have developed good friendships within this community

Nunkoo & Ramkissoon (2011a)
Fredline, Deery & Jago(2006)

8.6. I am proud of living in this community
8.7. I am willing to invest my efforts and time to make community
a better place

Deery et al. (2012)
McCool & Martin (1994);
Murphy (1985)
Nunkoo & Ramkissoon (2011a)

8.8. Community is an ideal place to live
8.9. I feel commitment to this community
8.10. I am interested in local tourism development activities
8.11. I wish to be involved in local tourism decision making
process
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Lee (2013); Murphy (1985); Moore &
Graefe (1994); Simmons (1994).
Warzecha & Lim (2001).

Appendix B. In-depth Interview Package

212

Appendix B1. Information sheet and consent form

Embracing Sustainability through a People-centred Approach
To Tourism Planning and Destination Management
in Nha Trang, Vietnam- Ref No: HSL/31/13/HREC
Part A. Information sheet
Chief Investigator

Associate Investigator

Student Researcher

Dr Lisa Beesley-De Andrade
Senior Lecturer
Department of Tourism, Sport
and Hotel Management
N72 Building, Room 0.38
Nathan campus,
Griffith University,
Phone: +61 7 3735 6607
Fax: +61 7 3735 6743
Email: l.beesley@griffith.edu.au

Dr. Robert Hales
Lecturer
Department of Tourism, Sport and
Hotel Management
Business 2 (G27), Room 2.24
Gold Coast campus,
Griffith University
Phone: +61 7 5552 7350
Fax: +61 7 5552 8507
Email: r.hales@griffith.edu.au

Hoai Nam VU
PhD Candidate
Department of Tourism,
Sport and Hotel Management
N72 Building, Room 0.17
Nathan campus,
Griffith University
Phone: +64 416987676/
+844 98874 8946
Email: hoai.vu@griffithuni.edu.au

The purpose of this research is to develop a model for sustainable tourism development in Nha
Trang, Vietnam. To achieve this outcome it is necessary to examine existing tourism policy
framework and approaches to tourism development, along with residents’ and tourists’ attitudes
towards current tourism development. The results of this study will be used to inform policy,
planning and management of tourism destinations in Vietnam in ways that are both sustainable
and responsible.
This research is being conducted as part of the student’ doctoral dissertation. As a key
stakeholder of tourism development in Nha Trang, you are invited to participate in this research
to provide insight into specific actions undertaken by the government and the private sector in
relation to development of Nha Trang. It is anticipated that interviews will take approximately
60 minutes, and will be held at a time and location suitable to you and will be recorded on a
digital voice recorder.
Your participation in this research is voluntary, there are no perceived risks involved in this
study, and you are free to withdraw at any time. The information provided by you will remain
confidential. Nobody except the research team will have access to it. Your name and identity
will not be disclosed at any time and pseudonyms will be used in any public documents. After
transcription all recorded data will be destroyed. The transcripts of your interview will be stored
in a secure, lockable filing cabinet at Griffith University, (accessible only by the research team
as detailed above) for five years, after which time they will be destroyed. Names of places and
events will be changed to ensure you cannot be identified. If you wish, you will be posted or
emailed a copy of the transcript and you may retract or change anything you have said.
The findings of this research will be presented in the student’s doctoral dissertation and may be
published as research journal articles. If you have any questions regarding this research, please
feel free to contact the researchers using the contact details provided above.
213

Griffith University conducts research in accordance with the National Statement on Ethical
Conduct in Human Research GU Ref No: HSL/31/13/HREC. If potential participants have any
concerns or complaints about the ethical conduct of the research project they should contact the
Senior Manager, Research Ethics and Integrity on 373 54375 or research-ethics@griffith.edu.au.

Part B. Consent form
By agreeing to participate, I will be confirming that I understand what participation in this
research entails:
+ Answering formal and informal questions;
+ Providing comments the interviewer may publish
I understand that I have been informed about the research process and consent to being
interviewed;
I understand that an interview is optional and confidential and all identifying features will be
excised from any public use of the material;
I have had the right to see the transcript of the recording if I wish;
I may refuse to answer any question or stop the interview whenever you wish; even I may
withdraw this consent at any time, without comments or penalty;
The interview will be digitally recorded; only the research team will have access to this
recording;

As per the requirements of the National Statement on Ethical Conduct in Human Research
(2007) an independent contact person has been listed below. If I have a complaint about the
ethical conduct of this research, I will contact with an interviewer for more information.
However, I understand that I should consult, in the first instance:
The Manager for Research Ethics,
Office for Research,
Griffith University
Ph. 3735 5585 or research-ethics@griffith.edu.au.
Legal Privacy Statement:
The conduct of this research involves the collection, access and / or use of your identified
personal information. The information collected is confidential and will not be disclosed to third
parties without your consent, except to meet government, legal or other regulatory authority
requirements. A de-identified copy of this data may be used for other research purposes.
However, your anonymity will at all times be safeguarded. For further information consult the
University’s Privacy Plan at www.griffith.edu.au/ua/aa/vc/pp or telephone (07)3735 5585.
Name:
Signature:
Date:
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Appendix B2. In-depth Interview Guide
A. Introductory questions
1.

What is your role in tourism development and planning in Nha Trang city/ Khanh Hoa

province/ Vietnam?
2. How long have you been involved in the tourism industry in Nha Trang city/ Khanh
Hoa/Vietnam?
B. Specific questions:
3. From your perspective, could you describe some main features of sustainable tourism
development in Vietnam?
4. Could you evaluate the outcome of sustainable tourism development in Vietnam and Nha
Trang city as well? What are difficulties that challenge us now?
5. Could you give brief information of strategic plan and master plan of Vietnam tourism
development?
6. What do you think about tourism product and services of Nha Trang?
7. From your perspective, whether tourists are satisfied with tourism products and services of
Nha Trang or not?
8. Could you tell me more about planning for tourism development in Vietnam and especially
in Nha Trang?
9. What do you think about merits and drawbacks of master plan for Nha Trang tourism
development?
10. Could you tell me more about the participation of local people in planning, master plan for
tourism development in Nha Trang?
11. Can you tell me your impression in Nha Trang characteristic of local residents?
12. What do think about local residents’ perceptions of engaging in Nha Trang tourism
development?
13: How do local people get benefit from tourism in Nha Trang?
14. In your opinion, are there any changes on identities of Nha Trang during tourism
development process?
15. What is role of local resident in planning and policy of tourism development in Nha Trang?
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16. Could you tell me more about the collaboration and cooperation in planning, policy for
tourism development in Nha Trang? What is role of local authority in this planning process?
17. How does local authority decide to disagreement of from local residents in relation to
issues of sustainable tourism development in Nha Trang?
18. Have any conflicts or potentially existed between the local community and governmental
bodies in policymaking?
19. In your opinion, what are fundamental changes in favour of local resident’s involvement in
tourism activities in Nha Trang?
20. What do you expect to change or draw the lesson to better planning in coming time?
21. Could you tell me about your view relating to tourism management in Nha Trang?
22. Could you evaluate the carrying capacity of Nha Trang? Was this overloaded?
23. How can tourism be used as a vehicle to promote the development of social capital and
enhance well-being of residents in Nha Trang?
24. Are there any dilemma existing in local management operation in Nha Trang?
25. Could you tell about legitimacy of Law and legal documents related to tourism
development in Nha Trang?
26. Can you tell us more about how can we improve institutional capacity in Vietnam tourism
industry?
27. What do you think the role of the Associations and entrepreneurship to implement
sustainable development in Nha Trang?
29. Based on the current situation in Nha Trang, do you suggest further recommendations on
the sustainable development of tourism?
C. Probing questions
30. Is it appropriate that we choose responsible tourism to achieve sustainable tourism
development?
31. Do you think that tourism could bring a range of benefits to host communities? If so, what
are they in Nha Trang?
32. Do you think the role of local people deserves to pay more attention to help them in
implementation responsible tourism?
33. Could you explain more detail regarding your experience related to authenticity in tourism
in Nha Trang?
34. Should we strengthen leadership capability in tourism management?
D. Interpreting questions
35. What do you think about the ultimate goal of sustainable tourism?
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36. In my project, I intend to deploy to a people-centred approach to sustainable tourism
development. Could you share with me some ideas on human factor in sustainable
development?
37. You then mean that “a people-centred approach to sustainable tourism development” ‘is
… Isn’t it?
38. So, are you talking to issue of shortcomings of human resources development?
E. Closing Questions:
39. Are there any documents or meeting minutes that you think might help me with my
study?
40.

Are there other individuals who you would recommend to speak with regarding

responsible and sustainable tourism in Nha Trang?
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Appendix C

Figure 4.6. Vietnam’s national-local administrative structure
Source: VNAI (2008)
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Appendix D: Vietnam National Tourism Strategic Planning
in the period 2010-2020
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