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ABSTRACT

Due to globalization many Thais are losing touch with their cultural heritage.
They are losing their “Thainess intellectual capital,” a critical component in human
resources development. Employing Thainess capital helps strengthen national
competitiveness. Therefore, the main purpose of this study was to examine the
transformation of “Thainess” into explicit intellectual capital for the creative economy.
The conceptual model was based upon the Skandia model but was expanded by
examining the influence of Thainess capital on service process through first
impression management. It used Mind Mapping as a cognitive tool for modeling best
practices in the service industry to develop organization capital.

This qualitative study researched best practices of five world-class
organizations—the Mandarin Oriental Bangkok Hotel, Chiva-Som Spa, Blue Elephant
Restaurant, Jim Thompson Thai Silk, and Thai Airways—with exploratory interviews
of management. Protocol analysis was used to analyze the content of the experts’
interviews and task observation, and a final round of structured confirmatory

interviews was conducted



Vi

The results of the in-depth interviews revealed the importance of first
impression service process capital. It extended intellectual capital to include body
language for first impression service process capital, and the six senses for creating
renewal innovation capital; both of these contribute to organization capital. They also
confirmed the importance and direct influence of Thainess capital in the development
of intellectual capital. Intellectual capital in turn has an important role in fostering the
creative economy.

The author recommends that cognitive tools such as Mind Mapping be used to
accelerate knowledge creation, learning, sharing, utilization and application in
training and development programs. The results confirm the important role of

Thainess intellectual capital to prepare for AEC 2015.
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