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ABSTRACT

Tourism industry today has involved information technology as a useful part in
trading. Many tourism services have developed a new kind of business called ‘online
travel agencies (OTASs). This kind of business greatly affects tourism industry and has
become a mediator between customers and tourism suppliers. One of the essential
knowledge in preceding the businesses of OTAs is supplier relationship management
(SRM) method. This research aims to develop a model for supplier selection decision
analysis and strategic choice by using systems thinking which based on the knowledge
management concept. The said knowledge is dynamical and is changing over time
because tourism industry has many complicated relationships. Therefore, knowledge
management of SRM process needs systems thinking: a learning organization
implementation tool for creating innovation.

The methodology of this study was selecting a sample group with OTAs
businesses which are 7 companies in Chiang Mai which have been registered to Bureau
of Tourism Business and Guide Registration, Department of Tourism. The business

owners were chosen to answer semi-structure interview .The result found that SRM



theory can explain the reality in practice by analyzing customer demands and using
customer service life cycle management and customer experience management which
stand on the concept of customer relationship management. Suppliers that meet tourists’
needs will then be selected under several criteria. The selection process is explained
using a workflow to demonstrate the steps of selection, negotiation, contracts, partner
development, all the way to termination. Understanding customers’ needs and system
workflows lead to understanding the insights in problem behaviors of supplier selection
and supplier relationship management, such as 1) the factors within the organization of
OTAs, which consist of Supplier Selection, Current Profit, Quality, and Improvement,
and 2) the factors from OTAs with people outside the organization, which consist of
Accidental Adversaries and Drifting Goals.

From all the problems, systems thinking are created by using all information to
create a diagram to explain the relations between each factor in two major system
archetypes in the process, which are: 1) systematized selection, which is a supplier
selection process, and 2) supplier relationship management, which is a knowledge
sharing process. Both archetypes are used to create strategic plans to manage business
relations between OTAs and suppliers in Chiang Mai. These strategies comprise of
strength and weakness, adaptive and predictive learning processes, risk management
methods, and specifications of units and individuals that are responsible to follow the
strategic plans to help OTAs succeed. New innovations from applying systems thinking
in a supplier systematized selection and relationship management can be used to benefit
the knowledge management: reduce the time used to develop new products or new
trainings, gain more benefits, save more time and cost, maintain the qualities or images

of OTAs, and improve the knowledge to create new innovation.
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