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ABSTRACT: This paper looks at the way how the hotel sector investigates the community perspectives before starting the 
community-based corporate social responsibility (CSR) activities. This study starts from presenting case studies of some 
countries that tourism and hospitality industry is one of the drivers of economic growth and prosperity but the communities 
still have many unresolved problems. This might be because some community-based CSR projects failed to meet community 
needs and expectations due to the lack of attempt to understand community perspectives before starting the projects. 
Therefore, the purpose of this study is to stimulate the hotel sector to start the community-based CSR from investigating 
community’ needs. Better understanding and transforming community’ needs into CSR planning and practices can help the 
hotel sector to cooperate and work with local residents to achieve the CSR goals. This study aims to get information from all 
three districts in Phuket. Therefore, the multi-stage sampling technique was used because it is useful when individuals of 
interest are geographically dispersed. In-depth interviews and content analysis were used to collect information and analyze 
data from eighteen senior managers of five-star hotels in all areas of Phuket. The study’s findings identify the way that the 
hotel sector apply to investigate the need of the target communities for hotels’ community-based CRS. This study also presents 
the way that communities apply to inform their problems to the hotel sector. 

KEYWORDS: Corporate Social Responsibility; Community-based CSR; Community perspectives; Hotel industry; Five-star hotels. 

1 INTRODUCTION 

The hotel industry has awareness in applying the corporate social responsibility (CSR) concept since the concept was first 
introduced in 1950s [1] and after that CSR has become an important component of management practice in the hotel industry 
[2-4]. The concept has been applied to show responsibilities as good corporate citizens by being becoming involved in solving 
social and environmental problems, and also enhancing community well-being in which they operate [4-5]. In the past, the 
idea of CSR was used in large companies which operated in the multinational sphere [3]. However, more recently, the term 
CSR is not limited to large hotels or the multinational companies; it also applicable to any business organization of any size. In 
the field of the tourism and hospitality industry, the hotel is the best sector for the achievement of business practice through 
CSR ideology because it is not only responsible for large hotels to implement the CSR concept but it has been implemented in 
all hotel sizes [6]. However, several problems occur because some community-based CSR projects may fail to meet community 
needs and expectations due to the lack of attempt to understand community perspectives. 
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In Maldives for example, tourism is the largest sector of the Maldives’ economy contributing income and generating 
employment in the country. At the same time the sector is more socially responsible [7]. However, the most significant 
problems are the lack of an adequate vision as well as a shortfall in planning, regulation and consultation with communities. 
Consequently, most CSR activities are rather planned based on what companies believe is best rather than based on 
consultation with the local communities. For instance, the environmental problems in Maldives are not dealt with by 
harnessing the community knowledge and awareness. Hence the local awareness of the link between social, economic, and 
environmental issues could not contribute towards mitigating the problems due to an apparent lack of the social and economic 
skills needed to act, coupled with poor understanding of alternative options. In this matter, both firms and communities should 
cooperate to solve environmental problems [8]. 

In India, the tourism industry has become as a significant component of economic development because it can generate 
foreign source income to the country [9]. Multinational Enterprises (MNEs) have a long relationship with India and also are 
more likely to run businesses incorporating the CSR concept by providing community and country development [10]. However, 
there is a lack of consensus, results in duplication of each other’s efforts on similar projects in the same locations of urban 
areas which further results in generating a competitive spirit between the local agencies rather than a collaborative approach. 
As a result, the impact of such projects does not reach the needy and the poor in the rural areas. If each company has 
communicated with their target communities before starting project, then there would be no duplicate CSR initiatives in the 
same area, moreover it can spread prosperity to rural areas where basic facilities and services are still lacking [11]. 

In Egypt, tourism is a crucial part of the Egyptian economy which acts as an engine of economic development. In term of 
CSR, there is a mismatch or a fallen expectation between the kind of CSR projects delivered by MNEs and the expectations 
from community. MNEs are not clear of what is expected from them in terms of their social responsibility towards the 
community. For example, some companies gave the school bags but the community replies that they do not want school bags 
but instead to be employed in the company. This scenario often creates barriers in implementing CSR initiatives [12]. 

The above examples strongly indicate that although the tourism and hospitality industry is one of the drivers of economic 
growth and prosperity, its efforts may have been insignificant in improving the quality of life of the local community. Thus, 
businesses must look deeper into perspectives and expectations of their stakeholders [13] because CSR is a process that 
enables the creation of a more sustainable existence for both corporations and communities [14]. Therefore, in this paper, the 
researchers aim to present the ways how the hotel sector investigates the community perspectives before starting the 
community-based CSR activities. This research focuses on community-based CSR in five-star hotels because there is a positive 
link between the size of companies and level of CSR practices which indicates that large companies are more likely to engage 

in CSR activities [15]. In addition, community concern is one of the important parts of the hotel industry, especially five-star 

hotel’s CSR [16]. The research area of this study is Phuket because Phuket is the most popular tourist destination of Thailand 
and many five-star hotel brands in Phuket [17]. 

2 LITERATURE REVIEW 

2.1 COMMUNITY-BASED CORPORATE SOCIAL RESPONSIBILITY (CSR) 

The Corporate Social Responsibility (CSR) concept is not new but it was not until recently that CSR became an important 
concept in many organizations. Since the CSR concept has emerged on the belief that business sector should be socially 
responsible, then CSR has progressively become known as a relevant issue in the corporate world [18]. CSR is the commitment 
by companies to act ethically and contribute to economic development, while improving the quality of life of employees, 
families, and the local community at large [19]. Recently businesses have become more actively involved in the community-
based CSR because businesses prosperity tends to be linked to the well-being of the local communities in which businesses are 
situated [20]. All businesses have tried to show their responsibilities as good corporate citizens in host communities by 
becoming involved with community-based CSR to enrich the lives of citizens around organizations and also for business success. 
As stated by Bjorn Stigson, Chairman of the World Business Council for Sustainable Development (WBCSD) “Business cannot 
succeed in a society that fails” [21]. 

2.2 THE ROLE OF MULTINATIONAL ENTERPRISES (MNES) 

MNEs carry on business operation in two or more countries. Generally, the headquarters of MNEs are located in their home 
countries but their activities like exporting, importing, and manufacturing are spread over in other different countries [22]. 
Then, MNEs have a role in global development not only through capital investment, but more importantly, by investing in 
human capital and providing residents with the tools to drive their own economic development [23]. There have been 
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increasing demands on MNEs to provide community-based CSR and assistance to their host communities, particularly in 
developing countries. International firms and MNEs are increasing with respect to societies and the communities in which they 
operate. MNEs are acting not simply as economic agents but also as moral agents, being good corporate citizens in host 
countries able to bring benefits to society and the environment, while at the same time improving their competitiveness and 
differentiation strategies [24]. 

The top fifty MNEs in seven Asian countries and found that CSR adoption varied considerably among the countries. 
However, multinational companies were more likely to adopt CSR than those solely operating in their home country [25]. Thus, 
community-based CSR activities cannot copy from the corporate headquarters located in their home countries because 
different areas have different problems. Therefore, companies need to consult with residents because people in community 
can give real information which is more useful for companies to plan community-based CSR projects. 

2.3 COMMUNITY PERSPECTIVES ON CSR 

Different societies have different views and problems, community-based CSR practices must have contextual 
characteristics, depending upon community features [26-27]. The interpretation and application of CSR need to be subjected 
to each country’s individual context and situation [28-29]. Then, the challenge for business is to understand how community-
based CSR is socially constructed in a specific context, and how to take into consideration. Companies should consider and 
understand the local context, needs, requirements, perspectives, perception, expectations, and preferences before starting 
CSR projects or developing business strategies [30]. It is a logical thing to reduce conflict by including the perspectives of 
societies and communities into planning process, community engagement programs, corporate philanthropic activities, 
corporate volunteering, and also sustainable manners [7]. Moreover, CSR strategies are generally considered best developed 
in consultation with salient stakeholders in local communities because a better understanding of community needs, 
perspectives, historical background, demographics interests, socio-economic, economic systems, political circumstances, and 
also adaptive strategies can shape appropriate CSR strategies [31-34]. 

Thus, companies need to consult with residents because people in community can give real information which is more 
useful for companies to plan community-based CSR projects. Furthermore, companies can evaluate their social performance 
and measure of the impacts toward stakeholders [35-36], mainly the community that are being engaged with and it is also 
useful for businesses to reassess their position on community-based CSR practices for more effective implementation plan 
[37]. 

2.4 THE ENGAGEMENT OF THE HOTEL SECTOR IN COMMUNITY-BASED CSR 

This review is about the hotel sector that can be categorized as a part of MNEs. MNEs in the tourism and hospitality industry 
have become as an important role in developing countries, not only through capital investment, but also through investment 
in human capital by providing residents with the tools to drive their own economic development [38]. Therefore, the hotel 
industry is often a part of a wider solution to international development and poverty reduction by giving people the opportunity 
to work, offering plenty of new careers and creating prosperous societies. Moreover, community development is one of 
important part of hotel’s CSR because it can grant businesses a social license to operate [39-40]. For example, Hilton Hotels 
Corporation has more than 4,200 properties in 93 countries around the world of which are all working to strengthen their 
communities by creating opportunities for careers, supporting local suppliers and human rights, respecting and adapting to 
cultures, and also by incorporating sustainable development in all areas of its business operation [41]. Another example is 
Marriott International launched “Spirit to Serve Our Communities” which is to help communities through financial 
contributions, in-kind giving and associate volunteerism [42]. 

Therefore, there can be no doubt that hotels’ CSR have had a substantial reach to the global and local environments as well 
as the surrounding communities. 

3 MATERIALS AND METHODS 

In-depth interviews were used to collect qualitative data from eighteen senior managers of five-star hotels in Phuket. The 
multi-stage sampling technique was used in this study to divide the population into clusters and everyone within the chosen 
cluster is sampled. 1) Purposive sampling technique was used to select only five-star hotels that were involved in community-
based CSR because not all of these hotels have been involved in community-based CSR. This study separated the five-star 
hotels involved in community-based CSR from the total population by relying on published information, if no published 
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information existed, then phone verification was required to ask if the hotel was involved in community-based CSR. 2) Stratified 
sampling technique was applied to select respondents from all three districts of Phuket. 3) Simple random sampling with a 
lottery method was applied. All hotels’ names that were involved in community-based CSR in each area were put into a box, 
and five hotels in each area were randomly selected. In total, fifteen senior managers of five-star hotels in three districts were 
determined to become informants. 4) Snowball sampling was also applied because during the interview, some HR (Human 
Resource) managers gave contact details of the person in other hotels that are in charge of CSR, and then the researcher called 
to make an appointment with them and three more hotels were added. Finally, there were eighteen senior managers 
participated in the study. Table 1 depicts the actual sample size, list of hotels that were interviewed, and hotel types. 

Table 1. The actual sample size, list of hotels that were interviewed, and hotel types 

Districts 
Actual 

sample size 
Five-star hotels that were interviewed sort by interview 

dates 
Hotel types 

1. Mueang 
Phuket district 

5 

1. Le Meridien Beach Resort Phuket 
2. Kata Rocks Resort & Residences 
3. Amatara Wellness Resort 
4. Club Med Phuket 
5. Sri Panwa Phuket Hotel 

International hotel chain  
Independent hotel  
Independent hotel  
International hotel chain  
Independent hotel 

2. Kathu district 7 

1. Phuket Marriott Resort & Spa, Merlin Beach 
2. Swissotel Resort Kamala 
3. Hyatt Regency Phuket Resort 
4. Wyndham Sea Pearl Resort Phuket  
5. La Flora Resort Patong  
6. Amari Phuket  
7. Grand Mercure Phuket Patong 

International hotel chain 
International hotel chain  
International hotel chain  
International hotel chain  
Independent hotel  
International hotel chain  
International hotel chain 

3. Thalang distri 6 

1. JW Marriott Resort & Spa Phuket 
2. Renaissance Phuket Resort & Spa 
3. Banyan Tree Phu 
4. Dusit Thani Laguna Phuket  
5. Twinpalms Phuket Resort  
6. Sala Phuket Resort and Spa 

International hotel chain  
International hotel chain  
International hotel chain  
International hotel chain  
Independent hotel  
Domestic hotel chain 

3 districts  18 Samples 
12 International hotel chains  
1 Domestic hotel chain  
5 Independent hotels 

Based on the table above (Table 1), it can be concluded that 18 senior managers of five-star hotels were interviewed 
comprised of 12 international hotel chains, 1 domestic hotel chain, and 5 independent hotels. 

4 RESULTS 

This study utilizes content analysis to analyze data from in-depth interviews which hotels’ senior managers were 
determined to be the key informants for qualitative data. The majority of the informants mentioned that their hotels’ 
community-based CSR projects were designed from the target community perspectives. The informants mentioned the various 
ways to know the perspectives of communities which are enumerated as below. 

4.1 SURVEYING COMMUNITY PERSPECTIVES THROUGH RESIDENTS 

Most informants of the hotels that created CSR activities by their own mentioned that the hotels always explore community 
perspectives before implementing the project. Community leaders and residents have been given the chance to reflect 
problems to hotels’ employee benefits committees that are responsible to collect information about community perspectives 
for CSR planning. For example, human resources manager, JW Marriott Phuket Resort & Spa said “The hotel has cooperated 
with International Union for Conservation of Nature (IUCN) to explore communities’ problems, strengths and weaknesses to 
create sustainable community development projects by promoting the strengths and solving the weaknesses of the target 
communities. For short-term CSR activities such as donations to schools, hospitals, orphanages, and nursing homes, hotel 
always ask for what their need before donating”. 
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4.2 INVITING STAKEHOLDERS TO HAVE A MEETING AT HOTELS 

For hotels’ community-based CSR activities that involved with multi-stakeholder, a representative from each of the 
stakeholder groups was invited to attend the meeting at hotels. Director of human resources, Renaissance Phuket Resort & 
Spa said “Hotel invited representative from the government sector, business sector, other hotels, and especially community 
leaders to have a meeting about CSR projects at the hotel. The community might be hesitant to the hotel business, thus, they 
were invited to plan for CSR projects and also to see how the hotel can benefit to the communities”. 

4.3 SENDING INVITATION LETTER TO COMMUNITIES TO PARTICIPATE IN HOTELS’ CSR ACTIVITIES 

In some projects which activities had been created, invitation letters for participation were sent to community leaders. For 
example, area CSR manager, Banyan Tree Phuket said “The hotel sent invitation letters to the target communities to invite them 
to participate in empowering young adults via vocational training project”. 

4.4 INVITING HOTEL REPRESENTATIVES TO HAVE A MEETING AT COMMUNITIES 

For some CSR activities of the government sector, hotel representatives were invited to attend the meeting with other 
stakeholders to acknowledge the community issues and find support. For example, human resources manager, Sala Phuket 
Resort and Spa said “Mai Kaow sub district administrative organization created a four years plan for community development 
which hotels were invited to the meeting to discuss about communities’ problems and supports”. 

4.5 SENDING REQUESTS TO HOTELS 

Hotels received the requests by phone, letter, or walk in. For example, director of human resources, Amatara Wellness 
Resort said “Official letter from Baan Panwa School was sent to HR office to invite hotel’s chef to arrange cooking class for 
students”. Human resources manager, Twinpalms Resort Phuket said “There were many times that community leaders walked 
in to HR office to ask for hotel’s support”. 

5 DISCUSSION 

Many informants of international hotel chains mentioned that the hotels knew community needs before designing 
community-based CSR activities. Some activities, hotels started from investigating community needs and perspectives, while, 
some activities, community leaders or the government sector sent the requests to HR department. For community-based CSR 
that created by the hotels, all informants said that the hotels contacted to community leaders and some projects also asked 
residents about their needs before starting CSR projects. Otherwise, the projects would not be beneficial if the target 
communities do not need. As many studies suggested that local context, needs, requirements, perspectives, perception, 
expectations, and preferences should be considered before starting CSR projects because people inside community can give 
real information which is more useful for planning the projects [7, 26-27, 30-31, 32-37]. In addition, informants of international 
hotel chains also said that the hotels cannot copy CSR activities from the corporate headquarters in their home countries 
because different areas have different problems. CSR activities required in developing countries context can be quite different 
from the developed countries context. Hence, considering the needs of the target communities always help businesses to 
identify the particular CSR activities for each community [26, 29]. For example, apart from Standard Operating Procedures 
(SOPs) which help the hotel sector to maintain the quality and consistency of service, all informants of Marriott brand also 
mentioned to Local Standard Operating Procedures (LSOPs) which help to remind all Marriott hotels to combine local context 
with SOPs for creating better projects. Hotel’s employee benefits committees and IUCN worked together on some projects to 
collect information about the problems, needs, and perspectives of the target communities, and then bring the results for 
planning CSR projects. Therefore, it can be concluded that international hotel chains cannot bring all CSR activities from the 
corporate headquarters to apply with all of their hotels in abroad but each hotel should communicate with local communities 
to create community-based CSR activities that meet the needs of residents. 

From the research results, it can be concluded that there were three methods that international hotel chains used for 
investigating community perspectives: surveying community perspectives through residents, inviting stakeholders to have a 
meeting at hotels, and sending invitation letter to communities to participate in hotels’ CSR activities. Some projects were 
created from community requests. There were two methods that communities used for informing their needs: inviting hotel 
representatives to have a meeting at communities, and sending requests to hotels. People have thought and acted differently. 
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Human recognition depends on internal factors include physiological factor, psychological factor, past experience, and external 
factors [43]. For domestic hotel chain and independent hotels, they have never done any survey on communities’ needs and 
perspectives because they rarely created CSR activities. Therefore, international hotel chains tend to give more importance to 
community perspectives than domestic hotel chain and independent hotels because international hotel chains created 
community-based CSR by their own. 

6 CONCLUSION 

This study provides wide insights from senior managers of five-star hotels in all three districts of Phuket province. The 
results can be concluded that many community-based CSR projects started from community perspective surveys. There were 
five methods that hotels and communities used for investigating and informing perspectives, which include surveying 
community perspectives through residents, inviting stakeholders to have a meeting at hotels, sending invitation letter to 
communities to participate in hotels’ CSR activities, inviting hotel representatives to have a meeting at communities, and 
sending requests to hotels. Different stakeholders have different perceptions and perspectives. Therefore, the selection of 
methods may depend on experience and CSR activities that have been done or received which each method was been chosen 
as appropriate in each case. 
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