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ABSTRACT

The subject of this Ph.D. Thesis is Modelling Visitor Experience: A Case Study from World
Heritage Sites, Thailand. The research is conducted in three historical parks in Thailand by using
an inductive approach of Grounded Theory. This aims to propose a model of visitor experience of
heritage. It focuses on experience consumption related to what, why and how visitors consume the
heritage experience when they interact with the cultural heritage. The construction of experience,
factors affecting experience consumption and patterns of experience consumption are explored in

this thesis. It provides theoretical and methodological contribution to the knowledge in both

tourism and management fields.

The opportunity to collect data for this study stems from the three historical sites in Thailand by
which grounded theory approach allows for a wider variety of data collection methods. The
research had been conducted in the historical sites for over six months during October 2003 -
March 2004. The results presented in this thesis are based on a survey of 60 cases of participant
observations with ethnographic interview and 180 cases of observation with visitors visiting the
historical sites, and 48 unstructured and semi-structured interviews with visitors who visited those
sites. The results are also based on a number of supplementary data such as travel journals, visitor
books, and interpreted photographs written and taken by visitors who visited to the sites. Survey
instruments for this study consist of interview and observation guides that were developed

accordingly to emergent concepts during the field survey.

The contributions comprise four major themes. Firstly, the development of the ‘Visitor Heritage
Experience Model’ based on multiple sources of data conceptualised by a systematic analysis
process. The model provides the insight of visitors® subjective interactions with the heritage when
they were engaged in a consumption of experience. This study reveals the multi-dimensional nature
of visitor experience which expands what has been reported in the literatures. It also explains the
complex attributes of visitors’ on-site experience in terms of process and components of experience
construction. Secondly, the emergent of ‘Interactive Experience Process’ as a core of the proposed
model, acknowledges the dynamic nature of on-site experience through a multi-phase experience
process and multiplicity of visitors’ experience consumption practices. Rather than acknowledging

the tourist typology, this study explores the extent to which the elements of experience hold in
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different contexts and types of consumption experiences. The emergent theory can be used as a
substantive theory to apply for other case studies involving visitors’ experience of place. Thirdly,
the findings of this study have significant implications for designing principles and practices of an
effective and sustainable visitor management in cultural heritage sites. The development of the
‘Visitor Experience Management Framework® discusses the creative use of the heritage and visitor
empowerment to provide interactive experience of heritage to visitors. It suggests the consideration
of a paradigm shift and crucial elements of visitor experience management especially in sensitive
cultural heritage sites. Finally, this study provides several conceptual and methodological research
perspectives through the use of ‘Grounded Theory Approach’. The applications of the grounded

theory’s systematic analysis process can be adopted by future consumer and management research.
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CHAPTER 1

INTRODUCTION

1.1 INTRODUCTION

This research was undertaken at three world cultural heritage sites in Thailand to investigate how
visitors experienced heritage attractions and to propose a model of visitor experience. The
participants involved in this research were mainly visitors to three historical sites. Through the
grounded theory approach, comprising inductive analysis and multiple data collection methods (i.e.
in-depth interviews, observations, and document) with a broad range of visitors and insiders
(hentage site staff, community and tour guides), a model of the visitor heritage interactive
experience was generated that contributes to the limited existing knowledge in the area of attraction
consumption. The focus of discussion (Chapter 4, 5) and theoretical comparison (Chapter 6)

highlights the process, practices and characteristics of visitor experience consumption, which in

turn provides some implications for visitor management.

There are many studies researching tourism consumption; however, the visitor experience at
attractions has not been well explored. The majority of existing studies examining tourism and
leisure experience have not attempted to explore the multiplicity and complexity of how visitors
experience the sites when they are there. The lack of in-depth research into the visitor experience is
surprising because in the 1990s Urry (1990) identified the concept of the “fourist gaze” and in
doing so identified the ways that tourists manipulate contexts and create their own personal
experiences. Ryan (1997) alsor raised the issue of the subjectivity of tourist experiences and
suggested that positivism had dominated tourism research to that point. Wickens (2002), Uriely et
al (2002) and Hemmington et al (2005) conducted primary research that revealed the tourists
experience as a diverse and plural phenomenon and Uriely (2005) developed this theme further
when he identified four conceptual developments in the broader tourist experience including the
subjectivity and multiplicity of experiences. Indeed, in exploring the “shift toward postmodernist
or late modernist theorizing,” Uriely (2005) suggests that future research should not ignore “the

nature of the visited object or the particular form of tourism” as a determinant of the subjective

experience. Moreover, future studies related to visitor experience should focus on the nature of the
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relattonship between the objects and the subjects that constitute the experience. The most recent
study on consumption of the past as an experience (Chronis 2005) provides the conceptual
framework of benefits embedded in visitor experience; however, the author suggests that future

research should also examine the extent to which the elements of experience hold in different

contexts and types of consumption experiences.

The lack of research into visitor experiences means the nature of visitors and their subjective
interactions with heritage attractions are not fully understood. The research into the on-site
experience will provide a deeper understanding of the interaction between visitors and attractions,
the meaning of experience for the visitor, and their heritage interpretation. Consequently, this study

aims to explore the visitors experience as a much wider and deeper concept. This study seeks to

understand visitor experiences in their own terms. This knowledge could, in turn, lead to the

development and application of sustainable visitor management practices at the heritage sites.

1.2 BACKGROUND TO THE STUDY

Heritage tourism 1s one of the fastest growing sectors in the tourism industry. Significance of tourtsm
to cultural and natural sites has existed at least since the time of Greek antiquity, as reflected by the
Hellenistic world’s invention of the Seven Wonders of the World (Endresen ef al 1999). In its
torecast Tourism 2020 Vision, the World Tourism Organization (UNWTO 2004) predicts that cultural
tourism will be one of the five key tourism market segments in the future, and notes that growth in
this arca will present an increasing challenge in terms of managing flows to cultural sites. In short, the
economic impact of heritage is significant and still growing; thus, 1t makes an important contribution
to economic development of the countries to which the heritage tourism belongs. However, it can
generate a variety of positive and negative impacts. There is tension between tourism and cultural
heritage when cultural heritage serves as a tourist attraction. Tourism can encourage the revival of
traditions and finance the protection of cultural heritage as well as increase visitor appreciation of that
heritage; however, tourism can also damage heritage when not well managed, and limits on visitation
can damage tourism or affect its expansion (Timothy and Boyd 2002). The challenge is, therefore, to
manage the future growth of the industry so as to minimize the negative impacts on the cultural
environment and host community whilst maximizing the benefits it brings in terms of economic
growth, conservation of culture and nature and socio-cultural environment. Indeed, visitor
management has become an important element of cultural management that aims to balance the needs
and requirements of visitors with the potential impacts that visitors may have on fragile cultural
heritage. Furthermore, the literature indicates that visitor experience is a central element of attraction

management and consumer satisfaction (Dann 1981; Martin1989; Saleh and Ryan 1991; Vogt and
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Fesenmaier 1995; Hall and McAuther 1998; Frochot and Hughes 2000; Khan 2003). Hence,

destinations and attractions must cater to repackage the visitor experience they offer and recognise the

potential that exists from selling and reselling the past.

The experience has been claimed to be an objective of various tourism studies; however, most studies
still have not reached the specific knowledge on essential elements and experience construction. In
the academic study of tourism, the experience of visitors itself has often been neglected as the focus
has customarly been on geography with the greatest contributions in the area of impacts and
conservation, and marketing (Mitchell and Murphy 1991; Hall 1992; McCarthy 1991, 1994; Fennell
1999; Gordon and Goodall 2000). Consequently, there is still little knowledge in tourism academic
arena about consumption that yields experience of place, which in this thesis is considered a ‘fourism
product’. The tourist’s experience has been studied in the social sciences with a primary focus on the
perceived 1image of tourism (Boorstin 1972; Tumer and Ash 1975), the perceptions of authenticity
(McCannell 1976; Urry 1992; Goulding 1997), cognitive behaviour (Pearce 1988; Walmsley and
Jenkins 1992) and perspective of experience (Tuan 1977). The hedonic and experiential typologies of
consumption practice are also widely acknowledged (Cohen 1979; Holbrook and Hierchman 1983;
Jewell and Crotts 2001; McKercher et al 2002; Goulding 2002). These studies describe an interesting
consumption process consisting of motivation, choice of destinations, product assessment and
satisfaction. MacCannel (1976) and Dann (1996) considered symbolic structures that characterize
tourist expcriences. From a traditional orientation, the knowledge about tourist’s cognition of places
1s the closest to an understanding of tourists’ experience of place. The relationship between identity
and consumption and experience has become one of growing interest to scholars of consumer
behaviour (Belk 1988; Elliott 1994; Thompson and Hirschman 1995; Belk 1995; Goulding 1997).
Nonetheless, the consumption context of personal expenience should be taken into account in any

attempt to understand visitors while consuming experience at the places.

It has been found that the consumption context of ‘on-site experience’ of cultural heritage attractions
has not been well explored. Moreover, various scholars have suggested that the understanding of how
visitors consume or actually engage in the production process while consuming and the subjective
experience as well as the relationships between the heritage objects and the subjects that constitute
experience and the construction of experience should be given consideration (Holt, 1995, Chronis
2005; Unely 2005). Hence, identifying visitors® behaviour and experience while on tour should give

interesting concepts of interaction that will contribute to the body of knowledge related to tourism

consumption.

Researchers have noted the multi-dimensional nature of the consumption experience and the multi-

phase nature of tourism and leisure experience that involves five distinct, and yet interactive
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packages. The process of the tourism experience includes anticipation, travel to the site, the on-site
activity, return travel, and a recollection, each of which entails a different kind of tourism and
leisure experience (Clawson 1963, Tinsley and Tinsley 1986; Kelly 1987). Mathieson and Wall
(1982) divide tourism demand into five stages: travel desire, information collection and evaluation,
travel decision, travel preparation and experience, and travel satisfaction evaluation. This study

focuses on the consuming experience stage which occurs while visitors are visiting the site. The

multi-stage nature of tourism consumption of visitors is conceptualised in Figure 1.1.

Figure 1.1 Multi-stage nature of tourism consumption

Multi-stage of tourism

consumption
Travel On-site activity Recollection
Preparation
/\ /\
Pre- Consuming Post-
consumption experience consumption
experience experience

Despite the multi-stages of tourism experience, the majority of existing studies examining tourism
and leisure experience have not attempted to explore the complexity and dynamics of the real-time
visitor experience on the site. There are studies which provide some important insights into on-site
real-time perceptions of an activity (Hull ef al 1992, Roggenbuck and Driver 2000, Chronis 2005,
Unely 2005). A study on park visitation by Mugican and Vicente De Lucio 1995 has reported that
on-site experience plays an important role on tourism landscape preferences, and it suggests the
importance of providing more opportunities for visitors to interact with the park’s peculiar and
unique features, given that this interaction has positive effects on visitors’ attitudes towards its
landscape. Hence, identifying the reasons behind the differences in preferences and patterns of
consumption is a valuable tool to be used in activities directed at determining conservation attitudes.
The goal of sustainable heritage management, therefore, should be to maximize visitors’

appreciation and enjoyment of heritage places and minimize negative impacts.
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1.3 THE NEED FOR THE STUDY

Although cultural heritage tourism has been identified in numerous studies as important new areas
of consumer demand, it is only in the last two decades that cultural heritage has been identified as a
specific tourism market (Richards 1996). Chronis (2005) contends that the major trend related to
selling the past is 1dentified as a ‘contemporary quest for history’ (Goulding 1999) and involves
various consumption practices that result in the ‘commodification of history’ (Barthel 1996).
However, notwithstanding importance and multiplicity of these consumption phenomena are
lacking a theoretical viewpoint that will assist in better understanding and facilitating the
experience of the past (P: 213). There is awareness of the need for future studies to focus on the

nature of the relationship between the objects and the subjects that constitute the expenence (Uriely
2005).

Further, because of the expanding array of heritage experience (especially on-site experience),
heritage tourism development, management and protection remain important public concerns. This
involves the consumption of heritage by visitors. The heritage should be managed overtly to
provide opportunities for the realization of ‘meeting visitor expectation’ and ‘enriching visitor
experience’. Therefore, understanding the construction of heritage experience and its aspects is
fundamental to effective, efficient and responsive heritage management. The research should aim

to explore and examine the visitor experience of heritage, and its construction and meaning during

the phrase of experiential engagement.

Visitors are key stakeholders in tourism and thus the need to understand them i1s fundamental in
achieving tourism that is more sustainable and ethical. This study is therefore conducted to
investigate the evidence of the visitor experience at the world cultural heritage sites in an attempt to
formulate a conceptual model of heritage experience consumption. Indeed, the conceptual
framework will be conceptualised from the perspectives of visitors who are considered a major
stakeholder in heritage tourism management. The issues identified will contribute to an effective
and valuable sustainable marketing and development plan, and ultimately improve the visitor
management. In summary, this study focuses on visitors’ interaction with the cultural heritage. The
conceptual model will be developed through a discussion of experience consumption
charactenistics and the factors constructing the experience consumption of cultural heritage.
Consequently, the study will provide a new focus for increasing the quality of the visitor
experience. Based on this study, recommendations for visitor management and the future
development of cultural heritage tourism products and destination will be addressed in order to

strengthen the unique elements of the cultural heritage attractions and valuable visitor experience



J. Daengbuppha Chapter 1: Introduction

leading to sustainability in tourism development. The sustainable development will, in tumn,

provide local people with economic benefits in the long-run.

1.4 HERITAGE TOURISM IN THAILAND

Tourism has influenced the Thai economy and played a major role, as number one industry, in the
regional development priorities with activities focused geographically on cultural hertage
destinations in addition to sea and sun type of tourist destinations. Tourism Authority of Thailand
stated that the average number of international tourists in the past decade (1997-2006) has grown by 8
percent per year. The Thai tourism industry expects to attract 15.12 Million tourists and to generate
7.6 billion pounds (533,000 Million Baht) of revenue to the economy by the end of 2006 (double the
revenue of 1997). There is also an increasing domestic tourist demand. The Thai tourism industry
expects 73.33 million trips that will generate 5.4 billion pounds (378,000 million baht) by the end
2006 (double the revenue of 1997). Indeed, cultural tourism and heritage have been immensely
significant throughout the whole of Southeast Asia and especially the Indo-China region including
Thailand. Apart from being famous for sun and beach type destinations, Thailand is among Southeast

Asia’s top cultural destinations due to its rich cultural and historical theme. In the 1980s, ‘cultural

heritage’ became the promotional catch phrase for events in Thailand.

Thailand, as is emphasised by tourism advertisements, is a country with a rich cultural heritage: the

uniqueness of architecture related to religion as a consequence of the secular presence of the

Buddhist faith; public museums with valuable archaeological collections, monument ruins that are
among the most significant of Southeast Asia, together with its prehistoric sites (Peleggi 1996).
These cultural heritage sites have a critical role in tourism popularity and development as they
provide the essence of the heritage tourism base. In 1991, the World Heritage List included the
ancient cities of Sukhothai and Ayutthaya, in northern and central Thailand respectively. These
archaeological sites and ancient ruins are the most popular type of attractions among domestic and

international tourists. Moreover, Thailand itself has been largely promoted as the destination for

cultural tourism by Tourism Authority of Thailand.

The importance of heritage values over commercial and economic gain must be recognised and
commercial activities remain appropriate and sensitive to the quality of an historic area. In
Thailand, whilst cultural heritage clearly represents an important aspect of the Thai tourism product,
and as part of the Indo-China region, there is wide concern that Thai culture is being diluted
through tourist interaction and its own over-development of destination. It seems there is a lack of

sufficient understanding about the reality of how visitors experience cultural heritage tourism
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products. A study by the Tourism Authority of Thailand performed to formulate a tourism
development plan shows that the image of a cultural heritage destination from a tourist perspective
has become less satisfied over time (Onseng 2001). This is due to the over development and
inefficient performance of management, activities and events for cultural heritage visitors. The
study also states that besides the scenery, these attractions somehow do not provide what the
visitors wish to learn or consume. Further, the complexity and tension between heritage and
tourism have not been the focus of many studies. The lack of explicit linkage to interdisciplinary
theories is a major limitation on the advanced understanding on this theme whereas the heritage
tourism requires great care on planning, development, management and marketing where different
approaches may be needed in establishing heritage tourism especially in developing countries
(Naruyanti, 1996). Hence, the need to understand crucial elements especially visitor experience and

visitor management is essential for the sustainable development of heritage tourism.

1.5 SCOPE OF THE STUDY

The study of visitor behaviour will provide a new challenge that needs to be taken into account to
increase the quality of visitor experience leading to the sustainable development and marketing of

the product. The implications raised from this study will further assist government policies related
to strengthening efficiency of tourism product development in heritage destinations, improved
visitor experience in parallel with visitor management to provide visitors with satisfaction and

enjoyment. The scope of the study consists of the formulation of research questions, overview of

the study, and a brief detail of the survey sites.
1.5.1 Research Questions

The research questions of this study are:

1. What are the factors that influence the visitors’ experience at the sites and how do these

factors affect their experience?

2. How do visitors perceive cultural heritage sites and how do they interpret their interaction
with the sites?
3. How do visitors experience heritage sites and what meaning do they associate with the sites

and their participation? How do visitors construct and shape their experience of heritage
sites?
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The research questions are formulated in order to explore visitors’ experience in the destinations
and to identify the major ways in which different tourists make sense of the cultural heritage site
and how they perform a diverse range of interactions at the sites. The objective of this study is to
propose a model of visitor experience of heritage sites. The conceptual knowledge will lead to the

development of a framework for visitor management which responds to sustainability of heritage

tourism development.

1.5.2 Overview of Study

This study focused mainly on the consuming experience phase or on-site experience stage in the
tourism consumption process (Figure 1.1). A grounded theory approach was adopted for this study.
An overview of the study is provided 1n Figure 1.2,

Figure 1.2 Overview of research
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1.5.3 The Survey Sites

The research was conducted in three stages at three world cultural heritage sites. The sites were
chosen based on their characteristics, ideological and historical significance as well as economic

significance. Details of the survey sites are described in Appendix A. This description is needed for
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a grounded theory approach in providing a good understanding about the context of those heritage

sites. The three world cultural heritage sites are:

1. Sukhothai Historical Park

The ancient city of Sukhothai, regarded as the first Siamese independent state in the mid-13™
century, lies 450 kilometres north of Bangkok. The site is best known among Thailand’s nine
historical parks. A 70 square-kilometre site contains 193 monuments. The park’s landscaping, with
trees, plants and ponds were openly inspired by description of old Sukhothai in a stone inscription
written about its history. Sukhothai historical park has proven very successful. It attracted more
than 500,000 visitors in 2004 (The Fine Art Department) approximately half of which were
foreigners. The park’s visitor ratio is reflected in that of the nearby national museum. In addition,

the figure of official guests is considerably larger than any other museums, which proves

Sukhothai’s role as a showcase of national heritage.

2. Si Satchanalai Historical Park

Si Satchanalai Historical Park is similar in style to that of Old Sukhothai. The ruins span from the 13"
to the 15" centuries and are set amongst scenic hills. There are 140 documented sets of ruins here
including old walls, stupas, gateways, moats and kilns. A few kilometres to the north of the historical
park, the center contains a display of kilns, artifacts and excavated ceramics. Over 500 kilns have

been excavated so far in the area of Sawankhalok town and there 1s evidence of the ceramics being

shipped as far as China, Malaysia and Indonesia. Having linkage to Sukhothai Historical Park, Si

Satchanalai also attracts a large number of visitors each year.

3. Historic city of Ayutthaya

The historic city of Ayutthaya, regarded as a former capital of Thailand from 1350 to 1767, lies 80
kilometres north of Bangkok. Unlike other tourist centres, Ayutthaya's main attraction is not its
beautiful scenery, but its calm atmosphere with the remains resulting from destruction by the
invading Burmese army in 1767. The ruins offer the visitors a glimpse of old Ayutthaya, which once
was a prosperous and majestic capital with over 400 magnificent Buddhist monasteries. The tourist

number doubles to that of Sukhothai Historical Parks because it is an interesting historic spot visited

by a large number of visitors on day trips from Bangkok (The Fine Art Department).
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1.6 OUTLINE OF THE THESIS

This thesis consists of eight interrelated chapters, which take the reader from the rationale for the
topic through the methodological approach, the findings and discussion, the thesis evaluation, and

recommendation for sustainable visitor management. The flow chart of thesis structure (Figure 1.3)

1llustrates the structure of the thesis.

Chapter 1 introduces the framework of research by providing the rationale for the topic chosen for
investigation and the scope based on which this topic will be examined. The chapter states the

resecarch questions for this study. It also provides an explanation of what the thesis will do in

relation to information collected, data analysis and methodological choice.

Chapter 2 provides an explanation of concepts in heritage tourism and visitor management, which
facilitates an understanding of the background of this research study. The chapter includes various
definitions of heritage, the significance of heritage tourism, the linkage between heritage and
heritage tourism leading to the need for sustainable management, the rationale for selection of
world cultural heritage sites for the study and, importantly, the recognition of heritage management
approaches of which visitor experience is their crucial element. The chapter points out the lack of
understanding and implication of management of multiplicity of visitor experience despite widely
known sustainable management approaches. Hence, this chapter indicates a starting point of this

study on visitor experience and a rationale for applying a grounded theory approach.

Chapter 3 provides a comprehensive discussion of the methodology for this study and particularly
emphasises the use of the grounded theory approach in the conceptualization and construction of a
model of visitor experience. The chapter includes the formation of research questions, research
design involving the interpretive social science paradigm that suits the objectives of the study and
facilitates the answers for the research questions, the selection of a grounded theory approach,
1llustrations of grounded theory analysis and the theorizing processes. These interactions do not
always begin with the pre-conceptual framework and inception of the research project. The

emergent theory about experience consumption of heritage is discussed throughout Chapter 4 and 5.

Chapter 4 conceptualises the heritage experience as experiential consumption behaviour and
explains its grounded framework from the visitors’ perspective. Components of experience together
with intervening external factors were explored and described. The findings of this chapter are
structured in the form of the ‘visitor heritage interactive experience’ model. This organises the

concepts of experience consumption under two headings: the interactive experience model and the
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factors constructing the process. This section indicates the dynamic process of the interactive

experience and the complex nature of visitor experience that leads to the exploration of the

multiplicity of experiences in Chapter S.

Chapter 5 describes the visitor experience of heritage as conceptualised through participation at
world cultural heritage sites in Thailand. The focus of this analysis is to highlight the multiplicity
of visitors’ consumption of experience and to interpret it in an interpretive context. This chapter
aims to describe experiences of heritage based on visitors’ perspectives of their participation at
heritage attractions and the rationale behind the visitors’ practices and activities. The discussion
includes three elements of the interactive experience process. These elements are experiential
aspects (the anticipation phase of interactive experience process), experience consumption
practices (patterns of experience indicating multiplicity of visitor interactive experience or ways the
visitors participate in and interact with heritage attractions) and evaluation of experience (ways in

which the visitors handle the results of heritage experience in the consumption phase).

Chapter 6 examines a range of literature in relation to the emergent theory and identifies the gaps
in existing literature could be filled up by the result of this study. The literature reviewed 1s used
for theoretical comparison with the theory generated through this study. The content of this
literature includes experience process, on-site experience, visitor experience through different
approaches, meaning of experience, authenticity in tourism experience and post-modern tourist

experience. This literature is used as a source for theoretical comparison with the emergent theory

(discussed in Chapter 7) rather than for theoretical framework development.

Chapter 7 synthesises the theory emerging from this study with a comparison to existing theory,
particularly in terms of dynamic nature, complexity and multiplicity of visitor heritage experience.
The aim of this chapter is to enhance the explicit validity of the emergent theory. The chapter will

examine the emerging theory from this study with comparison to existing theories and a response

to the research questions.

Finally, Chapter 8 cxamines the research evaluation in terms of methodology and theory. The
combination of examination strengthens the trustworthiness of the grounded theory emerging from
this research process and heightens the ability to provide applicability and reliability of the research
process, essential to ongoing theory development. Aspects of methodology that could strengthen
research 1n this area are also considered. In the final section of the chapter, the contribution to the

field of knowledge and theoretical contributions are identified with future research and actions

generated.
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Figure 1.3 Flow chart of thesis structure

CHAPTER 1 CHAPTER 2 MANAGEMENT OF HERITAGE TOURISM

INTRODUCTION This chapter provides an explanation of concepts in heritage tourism and
visitor management, which facilitate an understanding of the study research

Highlight the framework of
this study —background/ the
need for the study/ scope of
the study

background. The content leads to a starting point of this study on visitor
experience and justification of groun@d theory approach to the study

CHAPTER 3 RESEARCH METHODOLOGY

Provides a comprehensive discussion of the methodology for this study, particularly emphasises the use of
grounded theory approach in conceptualization and construction of a model of visitor experience with the

illustrations of grounded theory analysis and theorizing processes, and the emergent theory — The Visitor Heritage
Interactive Experience Model

CHAPTER 4 VISITOR HERITAGE EXPERIENCE MODEL (Research Finding)

This chapter introduces the proposed model (with its process and elements) and describes how visitor
experiences of heritage are constructed. The explanation of the process and elements of these proposed model
leads to the description of each phase in Interactive Experience Process in Chapter 5.

The finding conceptualized in this chapter indicates the complexity and dynamic nature of visitor heritage
experience and responses to research questions 1 and 3.

CHAPTER $ VISITOR INTERACTIVE EXPERIENCE (Research Finding)

The chapter describes how visitors consume heritage experience. The focus of this analysis is to highlight
muiltiplicity of visitors’ consumption of experience and the rationale behind visitors’ practices and activities, and
to interpret them in an interpretive context. The issues include three elements of interactive experience process,
which is the main finding of this study. The finding conceptualized in this chapter, which responses to research

questions 1 and 2, indicates the dynamic nature of visitor interactive experience process and the complexity
of visitor heritage interactive experience.

CHAPTER 6 EXPERIENCE IN

TOURISM CONTEXT CHAPTER 7 THEORETICAL COMPARISON AND

DISCUSSION

This chapter examines a range of selected The chapter synthesises the theory emerging from this study

with a comparison to existing theory, particularly in terms of
dynamic nature, complexity and multiplicity of visitor heritage
experience. The aim of this chapter is to validate the

literature reviews in relation to the emergent
theory and identifies the gaps between
them. The literature reviewed Is used for

theoretical comparison with the theory : ) o -
grounded from this study. emergent theory and stimulate theoretical sensitivity.

CHAPTER 8 CONCLUSION:
RESEARCH EVALUATION AND RECOMMENDATIONS

This chapter examines the research evaluation in terms of methodology and theory. The combination of
examination strengthens the trustworthiness of the grounded theory emerging from this research process, and the
thesis’ contribution to the field of knowledge and theoretical contribution are identified with future research. An
implication on visitor management in respond to the emergent theory is addressed.
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1.7 CONCLUSION

This chapter provides the rationale for the current research into visitors’ experience at heritage
attractions. It explains the overview of the study which is led by a set of three research questions
and an objective to propose a model of visitors’ experience at heritage sites rather than to describe
the destination experience. The lack of direct research in this area, the need to focus on the nature
of the relationship between the objects and the subjects that constitute the experience suggested by
Uriely (2005), and the construction of visitors’ consumption experience suggested by Chronis
(2005) emphasise the need for this study. A description of research framework, instructions to the

historical sites where the study was conducted, and the thesis outline are afforded in this chapter as

a guide to the content and the flow of discussion 1n the following chapters.
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CHAPTER 2

THE MANAGEMENT OF HERITAGE TOURISM

2.1 INTRODUCTION

This chapter explores several key concepts and approaches that are woven into the research questions

and interests including definitions of heritage, the links between heritage and heritage tourism, and

the significance of heritage tourism in providing an understanding of the background to the study and
the need for sustainable management. The importance and criteria for World Cultural Heritage
selection 1s addressed to explain why the World Cultural Heritage sites are chosen for this study.

Consequently, this chapter emphasises and recognises the approaches to heritage management.

2.2 HERITAGE AND HERITAGE ATTRACTIONS

This section explains various definitions and encompassing views of heritage, the classification of
heritage attractions, and cultural henitage. Moreover, it explains the basic knowledge about World
Cultural Heritage as the background to knowledge of the visitors’ experience of heritage.

2.2.1 Definitions of Heritage and Heritage attractions through Different View Points

(1) Definitions of heritage

Hentage has been defined as ‘an inheritance or a legacy; thing of value which has been passed
Jfrom one generation to the next’ (Prentice 1993: 5). Millar (1995: 120) states ‘heritage is about a
special sense of the belonging and of continuity that is different for each person’. On the one hand,
Ashworth (1997) prefers to refer to heritage as ‘the contemporary uses of the past’, whereas on the
other, Lowenthal (1996:1) considers heritage was a new ‘cult’ whose shrines and icons multiply
daily. Moreover, the word heritage is generally associated with the word ‘inheritance’ or something
transferred from one generation to another (Naryanti 1996). Indeed, the heritage includes both
cultural and natural elements. The cultural element includes material and immaterial forms, e.g.

artefacts, monuments, historical remains, buildings, architecture, philosophy, traditions,
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celebrations, historic events, distinctive ways of life, literature, folklore or education whereas the
natural element includes landscapes, gardens, parks, wildemess, mountains, rivers, islands, flora

and fauna. Natural components also include cultural components since their values are dependent

on subjective human assessment.

(2) Classification of heritage attractions

There are several types of heritage attractions, as illustrated in Appendix B, ranging from nature
history, scientific features, transportation attractions, craft centre and workshops, socio-cultural
attractions, performing art attractions, pleasure gardens, theme parks, festivals, religions and
religious attractions, seaside and seascapes, and towns and townscapes. The concept of heritage
attractions is not only centred on architectural preservation, archaeology, archives and collecting
institutions but also represents a network of interrelated elements. Hall and McArthur (1996)
classifies heritage into three main characteristics: tangible and intangible, natural and cultural
(human), personal and collective. However, Prentice (1993) classifies heritage according to the
types of attractions including natural heritage, living cultural heritage, built heritage, industrial
heritage, personal heritage, and dark heritage Ashworth and Tunderbridge (1996) apply the word
‘heritage’ to a wide variety of contexts. Heritage can be identified as heritage places, memories,
cultural and artistic production, heritage landscapes, flora and fauna, and industnal heritage. Boyd
and Timothy (2002) classify heritage as tangible immovable resources (e.g. buildings, rivers,
natural areas); intangibles (e.g. values, customs, ceremonies, lifestyles, and experiences such as
festival, arts and cultural events). Further, heritage may be viewed as the identity of an 1interest 1n
the past and an interest in cultures, buildings, artefacts and landscapes of both the past and present.
Therefore, heritage tourism is more than simply tourism based on the past since it can be
determined by the sets of criteria imposed on it and these values differ over time, space and across

society. However, the heritage sites defined and used in this study belong to the category of socio-

cultural attractions or cultural attractions.

(3) The Definitions of Cultural Heritage

There 1s as much a dynamic concept of cultural heritage — a springboard for future action — as a

catalyst for nostalgia. Cultural heritage, as defined by the 1972 UNESCO Convention on the
Protection of the World’s Cultural and Natural Heritage, is the complex of monuments, buildings
and archaeological sites of outstanding universal value from the point of view of history, art or
science (Hewison 1987, 1992). Culture is viewed as comprising what people think, do and what
_ they make to represent their beliefs (Gartner 2002). Cultural tourism covers both heritage tourism

(things of the past) and art tourism (expression of the past and present). Cultural Heritage 1s,
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therefore, a transformed part of free nature resulting from human’s invention according to a

particular concept of culture (Svobodova 1990:24).

The Burra Charter or the Australian ICOMOS Charter for Places of Cultural Significance uses the
term ‘place’ to define cultural heritage as site, area, landscape, building, group of buildings, or other
works and may include components, contents, spaces and views, which involve human activities and
associated cultural traditions. Thus, the concept of place links the integral components together and

puts them into context with their cultural and intellectual background of which they are a product.
The Guidelines to the Burra Charter (UNESCO 2006) define cultural significance as:

“...a concept which helps in estimating the value of places. The places that are likely to be of

significance are those which help an understanding of the past to enrich the present, and

which will be of value to future generations”

The Burra Charter recommends that significance of cultural heritage mean the following values for
past and present generations. It includes ‘aesthetic value’ to do with sensory perception; ‘historic
value’ relating to historic events, figures, events, phases; ‘social value’ embraces the qualities for
which a place 1s a focus of spiritual, political, national or other cultural sentiment; and ‘scientific
value’ depends on the importance of data, rarity, quality or representativeness and its ability to
contnibute substantial information. Additionally, cultural landscapes reflect the interactions between
people and their natural environment over space and time. Fischer (1995) indicates that cultural
heritage 1s a complex phenomenon with a tangible and intangible identity and an intangible
component. This component arises from ideas and interactions that have an impact on perceptions
and the shaping of a landscape, such as sacred beliefs closely linked to the landscapes that mirror the
culture that created them. Ultimately, the cultural heritage experience is distinctive and unique to the
individual. According to Leask and Yeoman (1999), cultural heritage has become a source of fun and

boisterous relaxation. There are different applications of notions of heritage that make this research

important to answer what heritage attractions are to visitors.

(4) World Cultural Heritage

As designated in World Heritage Convention 1972: Article 1, to be included on the World Cultural
Heritage List, cultural sites must satisfy the selection criteria, which provide for the recognition of
cultural landscapes as ‘combined works of nature and human’. They are selected based on both their

outstanding universal value from the historical, aesthetic, ethnological or anthropological points of
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view, and whether they are representative in terms of a clearly defined geo-cultural region and for
their capacity to illustrate the essential and distinct cultural elements of such regions. World Heritage

Sites differ from a site of other national heritage because of its "outstanding universal value".

World Heritage sites were selected based on six cultural and four natural criteria. With the adoption

of the revised Operational Guidelines for the Implementation of the World Heritage Convention,

only one set of ten criteria exists (Appendix C). To be included on the World Heritage List, sites

must meet at least one out of ten selection criteria. These cnteria are explained in the Operational
Guidelines for the Implementation of the World Heritage Convention, which, besides the text of the
Convention, is the main working tool on World Heritage. The criteria are regularly revised by the
Committee to reflect the evolution of the World Heritage concept itself (UNESCO 2005). World
Heritage Site is therefore instantly recognised as designating something very special, in tourism
terms, a definite ‘must see’ (Shackley, 1998). The sites selected for World Heritage listing are
approved based on their merits as the best possible examples of cultural and natural heritage. Most
World Heritage Sites are major cultural attractions and some of them (such as the Pyramids or the
Great Wall of China) are universally recognised as symbols of national identity and the majority of

visitors to these sites are generally motivated by an interest in culture, nature and heritage
(Shackley 1998).

It could be assumed that the World Heritage Site status automatically results in a high number of
visitors. Through the steady growth in tourism, local, regional and international tourists have
visited world heritage sites for an appreciation. Indeed, these attractions and the resulting personal
and commercial transactions they generate are perhaps the best ambassadors of intercultural
exchange. However, conflicts of interest are most likely to emerge among the various parties
involved in the management of a site. Governments (or tourism organizations) may wish to use the
site as a marketing tool for image creation while local people expect increased a tourist flow to
bring employment and income. Meanwhile, site managers attempt to preserve the quality of a given
world heritage site and avoid the negative impacts of visitation, by restricting the number of

visitors and educating visitors about appropriate behaviour. Nevertheless, the practices may cause

controversy. Therefore, alongside the benefits, the pressure of tourism can also create a host of
potentially destructive side effects which must be dealt with carefully. An important consideration
of tourism development at the World Heritage Sites should be that the site’s environment retains
the original spirit of the place (Ratz and Puczko 1999). Hence, visitor management has become a
new and as yet inexact science which aims to balance the visitors’ needs and requirements with the

potential impact that the visitors may have on fragile buildings or artefacts and to encourage the
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sustainable establishment of industry growth while ensuring the survival of the heritage on which

the tourism industry 1s based.

2.3 HERITAGE TOURISM EXPERIENCE

Heritage 1s viewed as a part of the cultural tradition of society whereas tourism is a form of modem
consumption dynamic in nature (L1 2003: 249). However, there are several meanings of heritage
tourism provided by scholars (Appendix D). Of these, Fyall and Gerrod (1998) define heritage
tourism as an economic activity that makes use of socio-cultural assets to attract visitors. Heritage
tourism is a mixture of many things. It is a highly competitive and market oriented business, based
upon nostalgia for the past, and it sells a heritage product in the name of authenticity. Therefore,
the sustainability of heritage tourism lies in the preservation and promotion of its authenticity. The
authenticity is related to heritage tourism experience. Additionally, an effective marketing system
aims to satisfy not only customers’ needs but also the community’s perceptions to be acceptable,
profitable and manageable — in short, sustainable. Therefore, the relationship of heritage tourism

and its experience is vital. This section addresses issues involving relationship between heritage

tourism and heritage tourism experience.

2.3.1 Heritage Tourism Experience

Hall and McArthur (1998) illustrate that heritage is formed by elements, namely phenomenon
environment (including physical and social factors), of the past that people want to keep, so
heritage is a product that has passed through a number of filters centred on the ‘heritage tourism
experience’. Therefore, tourism experiences, formed within the ‘experiential heritage
environment’’, are the key outcome of tourism, which people want to take away from their trips.
The heritage tourism experience is influenced and shaped by a mixture of elements and factors

including supply and demand, interpretation, conservation, politics, impact management as well as

authenticity (Boyd and Timothy, 2002) as illustrated in Figure 2.1.
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Figure 2.1 The model of heritage and heritage tourism shows how many elements influence

and shape heritage experience

PHENOMENON HERITAG
ENVIRONMENT
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BEHAVIOURAL
HERITAGE

Heritage Value

HERITAGE
, TOURISM
. EXPERIENCE

Economic Filter

THE BEHAVIOURAL
WORLD

Cultural/ Social Filter

The Physical World

HERITAGE ENVIRONMENT

HERITAGE AS COMMODITIES

Supply and
Demand :

HERITAGE
TOURISM

Source: Boyd and Timothy (2002: 8)

This general model of heritage and heritage tourism 1s approached from a behavioural and

phenomenal perspective. It emphasises heritage tourism experience as the key element of heritage

tourism. The model suggests the heritage that 1s valued as a commodity that forms the heritage

marketed and sold to visitors. Heritage has shifted through an ‘economic filter’;, hence, heritage

tourism emerges. At the centre of this model, the heritage tourism experience lies at the centre of

the model as the key outcome of tourism that people want to take away good experiences from

their interaction with the hentage site. The hentage tourism experience involves several key

elements: supply and demand, the nature of heritage landscape, and the impacts of heritage tourism

development, the management of heritage attraction, authenticity, heritage interpretation and
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presentation, as well as the roles politic plays. Therefore, heritage tourism is formed within an
‘experiential heritage environment’. This notion of linkage between heritage and heritage tourism
leads to recognition of the significance of the heritage tourism experienced by visitors as a focal

point for herntage management, especially, the management of cultural heritage attractions.

However, this visitor experience has not yet been well explored.

2.3.2 The Paradox of Management of Cultural Heritage Tourism and Tourism Experience

The populanty of cultural heritage tourism and heritage management has increased during the past
two decades. The heritage attractions, especially heritage sites, museums, events and cultural
festivals, domestically and internationally, fuel the local tourism industry. Thus, link between
heritage and tourism is inescapable, especially in terms of economics for most Asian countries, but
prompts the question as to how far should the link go (Taylor 2004). It raises the question of how
heritage attractions can be presented to contribute to the economy while they can be preserved and

enjoyed. There are several issues involving the conflict between the development and management

of cultural heritage tourism.

First, the commodity has become integral with cultural heritage: language, music, dance, visual arts
and literature (Boyd and Timothy 2002), and the commodification is the process in which the
heritage is evaluated primarily in terms of their exchanged value within the context of trade.
Commoditization of place occurs in one of two ways: by controlling access to a site or by
commodification of other aspects of the visit that tourists purchase there to take home (William and
Shaw 1992). Despite the appeal of exotic cultures and histories, one of the characteristics of the
tourism industry has been a marked tendency to commoditize products, experiences and
destinations (Laws 1989). Considered as a form of commodity, heritage tourism development is
cyclical (Butler 1980), and heritage tourism in a destination can prove to be unsustainable
especially when it performs a declining growth derived from the site management’s misfortune;

dilution of heritage supply and experience and evolution of the market.

Second, heritage is viewed as part of the cultural tradition of society whereas tourism is a form of
modern consumption that is dynamic in nature. Moreover, it is a basic promise of marketing of
tourism in which the needs and expectations of consumers (visitors or tourists) must be understood
in developing and presenting products. Hence, heritage management provides a paradox as it
becomes more difficult to fulfil as population increase, industries develop, the natural environment
and cultural value is degraded, tourists overwhelm heritage sites and modemization threatens to
change traditional ways of life. The heritage could encounter some sorts of impact, e.g. physical,

biological and socio-cultural from the visitation as people are interested in preserving and visiting
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cultural heritage. The impact could affect the heritage value that enriches the visitor experience of

heritage to various degrees. Indeed, the visitor experience lies at the centre of this 1ssue.

Third, visitor is a dynamic element leading to a problematic gap between heritage management and
consumers with regard to perception, consumption and evaluation of heritage products. Thus, the
management informed by the visitor experience of the site is a critical factor and what needs to be
developed is a synergy between heritage and heritage tourism with improved modes of
interpretation and preservation of sites to cater for a wide range of visitors and experiences. It 1s
essential that the multiplicity of visitors’ needs in terms of site planning and interpretation at

heritage places will be considered as a part of the conservation management process.

Finally, in a heritage management system, the challenge of linking cultural heritage and tourism 1s
how to reconstruct the past in the present through interpretation in order to satisfy the needs of
tourist consumption (Li 2003). This process involves ascribing meanings to the past, cross-cultural
sensitivity, reconstruction techniques and conservation planning (Nuryanti 1996). However, the
traditional heritage management systems have focused on the heritage resource as the central
element of the process whereas the human element, especially the significance of the visitors, 1s
inadequately considered. Hall and McArthur (1996) argue that by providing high-quality
experiences that satisfy the expectations, motivations and needs of visitors, the management can
modify, encourage and develop consumption behaviours, which will ensure the maintenance of

heritage values and assist in making traditional approaches to heritage management more

effectively.

2.4 THE HERITAGE MANAGEMENT PERSPECTIVE

Visitors and heritage have a symbiotic relationship (Hall and McArthur 1996:37). Visitors
attractions or destinations are ‘the most important component of the tourism system’ and the ‘core
of the tourism product’ (Swarbrook 1995). However, destinations especially cultural hentage are
some of the most difficult entities to manage and market, due to the complexity of the needs of
tourists and the relationships of local stakeholders (Leisen and Sautter 1999). The tourism
attraction is viewed as being imbued with meaning precisely through its consumption by the tourist
(MacCannell 1976). People need heritage to add perspective and meaning to their lives. However,
it is rarely possible for visitors to directly experience heritage without causing some sort of impact,
whether physical, biological, chemical, social or cultural. The impact may reduce the quality of the
henitage value and the visitor experience as well as dilute the community identity and wellness.
Hence, the marketing and management of such destinations require an understanding of tourists’

perceptions and percelved values of the tourism product at the destination. Management of heritage
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attractions and destinations needs to explore what is important to visitors and how to enhance the
reality of their experience, or perception of that reality, and how they experience the destination. It
has become clear that visitors in some way own the heritage; therefore, they have a right to

experience 1t, and the existence of the natural and cultural conservation is dependent on how they
feel about 1t (Knudson ez al 1995:104).

The visitor management will demand not only that the visitor receives a satisfying and high quality
experience but that the sustainable destination is developed. Therefore, the goal of sustainable
henitage management should be two-fold: to maximize visitors’ appreciation and enjoyment of
hentage places and fo minimize the negative impacts (Boyd and Timothy 2002). In order to maintain
henitage values and provide appreciated visitor experiences, heritage management needs to identify
demand and integrate it with the provision of heritage resources. In the context of heritage, visitor
management 1s a practice of ensuring visitor achievement of a quality sustainable experience. The
management of visitors should maximize the quality of visitor experience while assisting the
achievement of the area’s overall management objectives. Hall and McArthur (1996) have proposed

that ‘visitor experience’ should be placed at the heart of any heritage management process (Figure
2.2).
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Figure 2.2 Heritage management process with visitor experience at its heart
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Source: Hall and McArthur (1996)

According to the model, the cultural background of the visitor determines the demand and
behavioural setting for heritage experiences. It is essential to identify their motivations, past
experiences, preferences and expectations in order to understand what current and potential visitors
may be seeking from heritage sites and to produce an effective visitor management plan. Stone and
Planel (1999) contend that the ability of construction site to attract visitors also often acquires a
political dimension as local and state-authorities become aware of the undeniable potential of these
sites for reinvestigating the local economy and generating revenue (p. 6). The structure of
management agencies, policy and the legal framework directly influence the delivery of visitor
management services and facilities, including interpretation. The institutional arrangements are
formed to assist a local authority to develop a safe and controlled tourism plan as part of a visitor
management for heritage sites. Further, evaluation plays a critical role in the visitor management
system 1n terms of both the strategic planning process and the effectiveness of the methods and
tools. On the supply side, evaluation provides feedback to improve the delivery of the visitor
experience and the maintenance of heritage values. On the demand side, it creates a new set of
visitors’ expectations, preferences and desired experiences. Therefore, it is also important to

encourage and empower visitors to take part in the implementation of the visitor management plan.

Visitor empowerment should be placed as the ultimate goal of the visitor management plan. Since

acknowledgement of the existence of cultural heritage is not enough to ensure long-term survival,
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the participation of visitors, government at both national and local level and local communities
living adjacent to the heritage site should participate in the management and conservation of their
site in order to maintain economic and social benefits, and social and cultural traditions.
Successful heritage preservation depends on a long-term commitment on the part of stakeholders to
ensure that all kinds of heritage are properly managed and that their unique cultural values are

preserved. The visitor management philosophy is becoming increasingly important to assist people

to see the environment from a new perspective.

It has also proved reasonably that all these frameworks are only as effective as the quality of
information about the visitors and where a system of control, data collection and analysis is in place
(Hall and McArthur 1996, Boyd and Timothy 2002) while the visitor is an element that is dynamic
and difficult to control. There is a problematic gap regarding perceptions and evaluations of heritage
products between heritage management and visitors. The understanding of tourist or visitor behaviour
and their perceptions towards the destination play a vital role in the marketing and development plan.
An understanding of visitors’ preferences for different activity patterns in an attraction, i.e. for
visitors’ preferences of when to do what, may provide information for heritage tourism planners to
improve the development of the destination as a potential tourism product. Thus, the variables that
should be understood are visitors’ perceptions, motivation, and behaviour. Regarding previous studies
by Hassan (2000) and Enright (2005), the touchstone of modern visitor management should comprise

‘customer value’, the ability to ensure the visitors experience and lead it to enrich a community’s

stakeholders.

This thesis concerns the relationship between three phenomena: heritage tourism, the context of the
place, and, most importantly, experience of heritage consumed by visitors. This triangular
relationship can be viewed as bases for sustainable heritage tourism which can be investigated in
two directions. First, by examining the management of heritage for tourists, which requires answers
to the questions, ‘why are visitors interested in heritage?’ and ‘how do visitors use heritage?’
Secondly, heritage tourism can be managed for the attainment of local objectives, frequently local
economic development, which requires investigation of the relationship between heritage and
places and between heritage tourism and local economies (Ashworth, 2000). This study focuses on
the management dimension which involves how visitors use the heritage. Integrated with the

provision of heritage resources, the visitor experience should be refocused and recognised in order

to eftectively provide insightful knowledge and implication for visitor management.
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2.5 CONCLUSION

This chapter provides an exploration of concepts in heritage tourism and visitor management,
which facilitates a deeper understanding of the context of this study. The chapter includes various
definitions of hertage, the significance of heritage tourism, the linkage between heritage and
heritage tourism leading to the need for sustainable management, the rationale for selection of
world cultural heritage sites for this study and, importantly, the recognition of heritage
management approaches in which the visitor experience is the crucial element. Despite the fact that
the principles of heritage management have been widely recognised in tourism education and
research, this chapter points out the lack of understanding and the implications of the management
of a multiplicity of visitor experiences despite widely known sustainable management approaches.

Hence, this chapter indicates the starting point of this study on visitor experience and the rationale

for applying grounded theory approach to the study.
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CHAPTER 3

RESEARCH METHODOLOGY

3.1 INTRODUCTION

This chapter provides a detailed description of the methodological approach adopted for the study.
The aim of this study is to propose a model of the visitor experience of heritage attractions and

heritage experience consumed by visitors in this study is examined in their contexts through their

own accounts.

Research 1n this context requires a methodology able to cope with complex and interrelated
phenomena. The research methodology used in this study needs to be flexible to allow for the
diversity of themes that are generated from the information collected while maintaining the
methodological rigour and trustworthiness. The grounded theory approach is selected for
conducting and developing theory because of the lack of research into visitors’ experiences related
to subjective interactions with heritage attractions. It is this subjective experience that is real to
them as visitors; therefore this study seeks to understand visitors’ experiences in their own terms.
This study will provide a deeper understanding of the interaction between visitors and attractions,

how the visitors shape the experience, the meaning of the experience for the visitors, and their

interpretation of the heritage site and objects.

The opportunity to collect data for this study stems from the three historical sites in Thailand by
which grounded theory approach allows for a wider variety of data collection methods. The
research had been conducted in the historical sites for over six months during October 2003 -
March 2004. Prior to the field survey, the researcher conducted interviews with insiders including
staff and tour guides who work in each historical site to gain an over view of visitors and their
bchaviours. The results presented in this thesis are based on a survey of 60 cases of participant
observations with ethnographic interview and 180 cases of observation with visitors visiting the
historical sites, and 48 unstructured and semi-structured interviews with visitors who visited those
sites. The results are also based on a number of supplementary data such as travel journals, visitor

books, and interpreted photographs written and taken by visitors. The survey instruments for this
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study consist of interview and observation guides that were developed accordingly to emergent

concepts during the field survey.

This chapter discusses the approach and methods used in this study to develop a visitor experience
model. The chapter provides a rationale for the use and application in this research of the grounded
theory approach. It begins by addressing the research questions, research design with the
assumptions that underpin the methodological choice, discussion on methodological choice, and an
explanation of the grounded theory in this study. Subsequently, the research methods used as part
of the grounded theory approach are described and an illustration of research process is then

provided. Finally, the limitations and ethical considerations of the research project are discussed.

3.2 THE RESEARCH QUESTIONS

In order to meet the research goals, this study aims to identify the answers to three research

questions.

1. What are the factors that influence the visitors’ experience at the sites and how do these factors

affect their experience?

2. How do visitors perceive cultural heritage sites and how do they interpret their interaction with
the sites?

3 How do visitors experience heritage sites and what meaning do they associate with the sites and

their participation? How do visitors construct and shape their experience of heritage sites?

These research questions are led by the need to study the insights of visitor experience of heritage
attractions — what actually happens when visitors are at the heritage sites and how this relates to the

need for sustainable visitor management, the implications of which are derived from the study

discussed 1n Chapter 1 and 2.

3.3 RESEARCH DESIGN

This section provides explanation of methodology used in this study. The issucs discussed include

the research paradigm and the methodological choice.

According to the research questions, the study called for a methodology with characteristics that

would provide flexibility of process and method design that is appropriate for understanding how
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visitors consume in a cultural heritage setting and generate new knowledge in relation to visitors’
experience. The approach should support the understanding and interpretation of meaning of
heritage experience. Moreover, it should be suited to situations that have an interaction element

needed to be interpreted. The complex and dynamic nature of the tourism experience and visitor

behaviour requires a critical reflection on the methodological selection. This provides the impetus

for the study to be investigated through theoretical development and participation of respondents.

The aim of this research firmly establishes within the interpretive social science paradigm.

3.3.1 Research Paradigm: Interpretive Social-science Paradigm

This study applies the interpretive social-science paradigm to guide the research design. This

section discusses the properties of the paradigm and its role in guiding the research design and the

grounded theory as the research approach.

The interpretive social-science paradigm asserts the multiple explanations or realities to explain a
phenomenon rather than one causal relationship or one ‘theory’ (Jennings 2002). It views the
consumer behaviour as in a process of continuous emergence, the "reality" which matters most

during consumption as that which is subjectively experienced in the consumer's mind (Hirschman
and Holbrook 1986). The description of the method of existential-phenomenology (Thompson et a/

1989, supports that this approach presents consumers’ experience as "being-in-the-world' and

describes this experience as it emerges or is "lived".

Therefore, the ‘interpretivist’ is represented as seeking understanding. This involves identifying
both individual and shared meanings while accepting this to be only present understanding subject
to the hermeneutical understandings of the "reality" of what is under the study. Indeed, the
researcher and the phenomenon or subject studied is actually interactive. The researcher cannot
"distance" him/her self from a particular phenomenon nor can the phenomenon be understood

without personal involvement of the researcher. This leads to an ability to describe its complexity

and 1nternally constructed meaning (Hirschman 1986).

The interpretive social-science paradigm is examined for methodological justification for this study

using three bases:

(1) Ontological Basis

The interpretive paradigm considers that the world is constituted of ‘multiple readlities’. The

interpretivist assumes an inductive approach to research and commences their study in the

28



J. Daengbuppha Chapter 3: Research Methodology

empirical world in order to develop explanations of phenomena. These generalizations are used as
the basis for heory’ building and generation. This paradigm emphasises the real world ‘out there’
as being very important especially with regard to the interaction between the objective reality and

people's subjective experience (Hirschman and Holbrook 1986). Indeed, the reality is subjectively

experienced by consumers.
(2) Epistemological Basis

In the interpretive social-science paradigm, the relationship between the researcher and subject (or,
to use the terminology of the interpretive social sciences paradigm, ‘social actors’, ‘respondents’,
participants’ or ‘interviewees’) i1s subjective rather than objective. Interpretivists may identify
patterns of behaviour but fundamentally believe that the world is complex and changeable to
attempt the 1dentification of causal relationships (Thompson et al 1990). Researchers typically do

not enter the field with identified relationships to test; the research design evolves within the

changing environment.

(3) Methodological Basis

To 1nvestigate and comprehend the consumption experience, the researcher needs to be involved
with the phenomenon (Hirschman and Holbrook 1986). In this way, the researcher cultivates an
openness that will be receptive to the structures and meanings that come directly from the

consumer. They add that consumers' experiences need to be understood in their own terms rather

than forcing them into some pre-existing structure of the researcher's making,

Additionally, an interpretivist seeks to understand phenomena from the insider’s perspective
(Jennings 2002) which its ‘emic perspective’ allows for the identification of multiple realities
(Fetterman 1989: 31). The views of social actors are taken into account and are equally valued. The
language of the paradigm includes terms such as ideographic view, participants, respondents, emic
perspective, reflexivity, reciprocity, grounded theory analysis, content analysis and triangulation
(Jennings 2002). To gather knowledge from the empirical world, the qualitative methodologies are

appropriate. The Table 3.1 summarises characteristics of the research method with respond to the

paradigm.
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Table 3.1 Characteristics of the research method under the interpretive social science paradigm

¢ The research process should be subjective rather than objective.
e Data should be coliected from the insider's perspective rather than from an outsider's perspective.

Data should be collected in their real world or natural setting as opposed to being collected under ‘experimental
conditions.

e The method of data collection would include, for example, participant observation, in-depth interviews, case studies,
focus groups and appreciative inquiry.

° The development of a theory of visitor experience draws on both structural and interpretive perspectives of research.

As the premise of this study is to begin the process of validating alternative epistemological practices
outside the heritage tourism system, the experience of visitors involved in this study provides
comprchensive information on their experience at heritage attractions. Thus, knowledge 1s
subjectively attained. Beyond being discovered, the knowledge is constructed. Consequently, the
study requires a research approach that allows the essence of the interactions between visitors and
heritage attractions to be expressed by those in this study. The interpretive social-science paradigm 1s
an appropriate approach for this study, which is concerned with subjective experiences (Uriely, 2005)

requiring subjective methods. Hence, the grounded theory approach was chosen for this study.

3.3.2 Research Approach: Grounded Theory

The grounded theory approach is an interpretive and inductive research approach that was
originally developed by Glaser and Strauss in the 1960s. According to Strauss and Corbin (1998), 1t
1S

“a qualitative research method that uses a systematic set of procedures and simultaneous

process (not sequential) of data collection and analysis to develop an inductive derived

grounded theory about a phenomenon”.

The rigour of the grounded theory approach offers qualitative researchers a set of clear guidelines
from which to build exploratory frameworks that specify relationships among concepts. In other
words, it is ‘a systematic model of induction and emergence’ (Glaser 1998). Its methodological
emphasis is on the participants’ own (emic) interpretations and meanings to emerge with minimal

researcher intervention (etic). Theory is grounded in the data emerges through constant comparison,

coding and analysis of interview and observational data (Douglas 2003).

In the grounded theory approach, the reality is assumed to be socially constructed and subjectively
given meaning by actors in a social setting. This statement is applied to characteristics of visitor
behaviour, which consists of the integration of acts, performances, processes, interaction between
people and tourism and are predominantly intangible (Gilmore and Carson 1996). Therefore, there

is a need for consumer research to look at what Belk et al (1989) calls ‘interpretive contexts’ of
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consumption phenomenon. The focus of the grounded theory approach is clearly on visitor

experience through a dialectical rationality that aims at obtaining an understanding of consumption

process and its meaning.

The grounded theory approach details each step of the analytic process towards the development,
refinement, and interrelation of concepts emerging from data collection and analysis. According to
Strauss and Corbin (1998), the interpretive strategies of the grounded theory approach include (a)
simultaneous collection and analysis of data, (b) a three-step data coding process, (¢) comparative
methods, (d) memo writing aimed at the construction of conceptual analyses, (€) theoretical

sampling to refine emerging theoretical ideas, and (f) integration of the theoretical framework.

The following sections discuss the justification of the research approach.

3.3.2.1 Rationale for using grounded theory in this study

Presented as an alternative approach for conceptualizing and studying the consumer experience, basic

theoretical tenets of the grounded theory approach are contrast with more traditional assumptions and

research methods. The justification of the methodological choice for this study is as follows.

1. The general aim of the grounded theory is to construct theories that explain complex social
phenomena especially experiences, social interaction and subjective behaviours.

2. The grounded theory is rooted in the reality of the experience (Charmaz 2000); therefore, it
requires immersion of the researcher in the field, and in the data, with a view to gain

insight and a depth of understanding about the subjectivity and multiplicity of visitors’

experiences.

3. Because the approach allows the researcher to gain a richness of data from a range of

perspectives (multiple realities) and emphasises a focus on meaning and interpretive
understanding, the researcher is able to holistically interpret the active role of visitors 1n
shaping the worlds they occupy and the experiences that they are engaged in (Charmaz
2000).

4. The advocates of the grounded theory, as an interpretive approach, seck a continuous
Interplay between data collection and theoretical analysis in order to examine causal factors
and patterns of experience (Riely 1995). Data collection and analysis are consciously
combined, and initial data analysis is used to shape continuing data collection. Interacting

data collection and analysis in this manner is also designed to increase insights and clarify

the parameters of the emerging theory.
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5. The grounded theory is most accurately described as an inductive research method 1n
which the theory is developed from the data, rather than the other way around. The method

of the study is essentially based on three elements: concepts, categories and propositions,

or what was originally called hypotheses.

The methodology is designed to assist the researcher to produce ‘conceptually dense’ theories that
consist of relationships among concepts representing ‘patterns of action and interaction between and
among various types of social units’ (Strauss and Corbin 1994: 278). It provides the researcher with
opportunities to increase the "density" and "saturation" of recurring categories, as well as follow-up
procedures to unanticipated results. Thus, the primary objective of the grounded theory is to expand
an explanation of a phenomenon by identifying the key elements of that phenomenon, and then by
categorizing the relationships of those elements to the context and process of the experience. There is
no pre-conceptualised framework or hypothesis guiding the study. Hence, the approach enables
understanding to be formed into concepts and theories without a priori definition in that emergent

theory. Consequently, an ‘emergent theory’ is the possible outcome of using the grounded theory

approach.

3.3.2.2 Reflexivity and experience of the grounded theory approach in tourism and

consumer research

The methods of the grounded theory are appropriate when the purpose of the research 1s to discover
consumer-based theories (Hirschman and Thompson 1997). The approach is also a way of
analysing qualitative data through which the findings lead to emergent theories. Tourism studies
such as ‘Prestige-worthy Tourism Behaviour’ (Riley 1995), ‘The Travel Experience of Cruisers’
(Jennings 1997), ‘post-modern and tourist experience’ (Goulding 2002), ‘perceptions of place’
(Johns and Gyimothy 2002), ‘tourism entrepreneurship’ (Douglas 2003) and ‘stakeholder
perceptions of tourism’ (Hardy 2005) are conducted following a grounded theory approach. Within
these studies an ‘ethnographic’ approach has been applied to emphasise the exploration of the

entire culture since the approach allows for a great variety of practices for the gathering of rich data

from participants (Table 3.2)
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Table 3.2 examples of the application of a grounded theory to tourism research

The studies Objectives Finding
The Travel Experience of To demonstrate the similarities and Jennings 1997
Cruisers differences between cruises and special

interest tourists, and cultural tourists in
regard to each of phases of the “total travel

experience”
A grounded theory of beer To explore a popular Australian Pettigrew 2002

consumption in Australia consumption activity to provide an insight
into consumption process in general and
the consumption of beer in particular.

To generate a substantive theory of beer
consumption that describes the specific

cognitive emotional process involved in
the selection and consumption particular

brands of beer amongst the members of the
Australian culture.

Prestige-worthy Tourism To 1investigate the underlying dimensions Riley 1995
Behaviour of travel-related prestige and the

relationship of the prestige conferrer and
the conferee

Mythologies of a theme park:  To investigate customers’ perceptions and  Johns and Gyimothy
an icon of modern life satisfactions 2002

The Grounded Theory Approach serves as a powerful tool in the interpretive study of consumer
behaviour. These studies indicate that the approach has been used to identify recurring experiential

patterns in specific tourism situations. This is an approach which has significant practically as well

as theoretical potential in providing insight and knowledge

3.4 THE PROCESS OF BUILDING THEORY THROUGH THE GROUNDED
THEORY

The process of building the grounded theory consists of five iterative sequential analytic phases: (1)
rescarch design, (2) data collection, (3) data ordering, (4) data analysis and (5) literature
comparison. Within the process, there are basic concems about the methodology including
construct, internal validity, external validity and reliability. The process of grounded theory

building (Table 3.3) enhances practical and uscful tools for investigation and exploration to allow

the emergence of new knowledge.
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Table 3.3 the process of building a grounded theory

Phase of Study

RESEARCH PROCESS DESIGN
1. Review of technical literature

DATA COLLECTION

2. Developing rigorous data
collection protocol

3. Entering the field

DATA ORDERING
4. Data Ordering

DATA ANALYSIS PHASE

S. Analysing data relating to the
first case

6. Theoretical sampling

7. Reaching closure

LITERATURE COMPARISON
PHASE

8. Compare emergent theory with
extent literature

(theoretical literature review)

Adapted from Eisenhardt (1989)

Activity

Defines research questions/the
research process/ pilot study

Employs multiple data collection
methods

Overlaps data collection and analysis

Employs flexible and opportunistic
data collection methods

Arraying event chronologically

Uses open coding

Uses axial coding
Uses selective coding
Literal and theoretical replication

across cases (go o step 2 until
theoretical saturation)

Theoretical saturation when possible

Comparisons with conflicting
frameworks

Comparison with similar framework

Chapter 3: Research Methodology

Rationale

Focuses efforts: Constrains irrelevant
variation and sharpens external
validity

Strengthens grounding of theory by
triangulation of evidence

Enhances internal validity

Allows synergistic view of evidence

Reveals helpful adjustments to data
collection under the theoretical
sampling concept

Allow investigators to take advantage
of emerge themes and unique case
features

Facilitates easier data analysis
Allows examination of processes

Develops concepts, categories and
properties

Develops connections between a
category and its sub-categories
Integrates categories to build
theoretical framework

To enhance internal validity
Confirms, extends, and sharpens
theoretical framework

Ends process when marginal
improvement becomes small

Improves construct definitions, and
therefore internal validity

Improves external validity by
establishing the domain to which the
study’s findings can be generated

The following sections provide a comprehensive discussion of the research process in terms of

methodological strategies used in this study.
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3.4.1 The Research Process Design

To use the grounded theory approach in the study, the researcher did not enter the field with a

developed theoretical framework from the literature, or predefined relationships to test. The
researcher developed a set of research questions guiding the research process (See 3.2). The
resecarch design was allowed to evolve to reflect the emerging themes and the changing
environment during the fieldwork. Practically, the research design focus a process that reduced

irrelevant vartation yet increased the external validity of the study. The process was followed by

the interactive phases of field survey and data analysis.

The research process designed for modelling the visitor experience in this study is shown in figure
3.1.

Figure 3.1 the research process for modelling visitor experience

Research Design —p-4¢—— Field Survey —mm———e-p4— Data Analysis

Rescarcher’s immersion in the Research reaches saturation =
ficld scttings/ Emcrgent of a theoretical
Developing Using Thceoretical Sampling framework

Research

Questions frolun;ile: Thqen::rglr:l
nalysis Approac
Field Visit E::;:‘:g?rﬂgic Three-step Coding
y Process

Reviewing
Technical

Literature - observation/ Ethnographic Theorising
Decision on Investioation of Field Survey Grounded Theory
Methodology nyesiiEs 1on O Site 1
field settings ¢
Review of Literature
Ethnographic

Field Survey
Site 2

Indirect

Designing

Informal
Survey Methods

interview with
insiders

Theory/Literature
Comparison and

Evaluation
Pilot Project -

Reflection of

Survey Methods Ethnographic

Field Survey
Site 3

Writing up and
Discussion of the
Proposed Theory

Revision and

Modification of
Research Research Closure
Methods

The methodological review was conducted for decision making on methodological choices
following with designing survey or data collection methods. The researcher conducted a pilot

project at Salisbury Cathedral (UK) for a 2- month period in order to evaluate survey methods and

find the strengths and weaknesses of each data collection methods, and consequently, for the
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revision and modification of research method to be applicable for cultural heritage sites. Table 3.4

illustrates reflexivity of the pilot study which facilitates the data collection design for the actual

study sites.

Table 3.4 Reflexivity of the pilot study

The methods/ Practices Refection

materials used in the

pilot study

Observation Using photographing and The observation at a point of visit each time 1s more

ethnographic field notes
and single multiple points
of observation

effective than at multiple stops. It provides opportunities
to see the multiplicity of visitors’ interaction with
particular heritage attractions or objects.

Photography is useful for analysing the observation but

it does not provide continuity of events, It indicates the

needs of VDO recording the chronology of events.

e This practice encourages the development of the skill in
ethnographic field note writing.

Un-structured
interview/ Semi-
structure interview

Interviews with visitors to e The interviews require a quality amount of time.
the cathedral and the Conversation-like interview assisted the researcher in
volunteered guides keeping participants involved with the interviews.
e Interviewing visitors after the visitors completed the
visitors provides a holistic image of their experiences.
e It was found that informal conversations with visitors
surprisingly give interesting perspectives of experience
because the visitors got familiar with the researcher
although it might take time. However, data transcribing
and analysis take effort and time.
e The visitors felt more relaxing and able to reflect their

experience more expressively when the interviews took
place within the site.

Participant

Taking the cathedral tours e The practice provides both insight views of visitor
Observation

as a visitor and cathedral experiences and what it means by visitors’ particular
staff practices since the conversation could take place
immediately.

e The changing roles of researcher as a participant provide
opportunities to involve in both demand and supply
sides. This role reversal provides both visitors and
management viewpoints regarding visitor experiences.

e A chance to talk to visitors along the heritage visit
provides insight knowledge at the real-time.

Interpret the visiting e The practice provides extensive expressions about the
books visits and their perception about the site.

e This material is very useful because it reflects the real
thoughts of visitors without intervening questions from
others. Moreover, visitors feel free to say both good and
bad things about their heritage experience.

e Itindicates the possibility for using visitors’ travel
journals.

Visitor book

Conscquently, the pilot study provides a piece of thought about the application of each data
collection method as well as practical skills. The pilot study also reflects that the researcher should
have sufficient knowledge and understanding about the survey sites in order to be able to interpret
what visitors say about particular things about the heritage. Hence, it is preferable for the study that

researcher investigates the setting of heritage sites and the heritage monuments, objects and
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artefacts prior to the field survey. This knowledge assists the researcher in conducting ethnographic

interviews and observations. Initial indirect observations are also essential for the researcher to get

ideas about what is going on there so that the researcher can justify the scope and the survey

methods that are most applicable for the study.

It is the most important for the researcher who uses this approach not pre-identify or conceptualise
a theoretical framework prior to the data collection phase to let the theory emerge from the data.
For this approach, the theoretical literature review could be essential for the research question
development stage but it does not apply for building a conceptual framework. However, the
researcher could review literature in order to design the research process and methodological

techniques for the study. Further, it is essential for the researcher to immerse in the field setting

during the field survey phase.

At the actual survey sites, interviews with insiders were conducted with site management staff, on-
site guides, tour guides, tourist information centres and ticketing staff, security guards and
gardeners to gain a general insight into the heritage sites and visitor behaviour. Information gained
from the interviews with insiders included attractions in the heritage sites, visitors’ experience,
types of information visitors looked for when they visit the sites and activities the visitors
participated when they were engaged in the experiences as well as complaints according to heritage
visit made by the visitors. These interviews were not conducted to develop a theoretical framework
but to increase familiarity with the research setting, to explore alternative data collection methods
and to start to build the research design. In terms of design, the emphasis was on flexible and

opportunistic data collection methods which allowed the research to respond to emerging themes.

Data analysis was conducted interactively along with the data gathering. It included a three-step
coding process. A proposed model or substantive theory was consequently theorised. In this
process, the principles of theoretical sampling (See 3.4.3.3 and Figure 3.8) were adopted and the
data collection and analysis stages were designed to overlap in order to allow both the sampling
and data collection processes to be informed by the emerging data analysis. This process of
theoretical sampling ensured that the analysis would reveal opportunities for adjustments to the
data collection methods and would identify the stage at which data saturation had been reached.
The process was then followed by literature reviews regarding theories and concepts related to the

emergent theory. Finally, the literature reviews were used for theoretical comparison and

discussion with the theory grounded from this study.
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3.4.2 Data Collection

Prior to entering the field, developing a rigorous data collection protocol was performed with a

focus on increasing reliability, increasing construct validity, strengthening the grounding of theory

by triangulation of evidence and enhancing internal validity.

3.4.2.1 Developing the rigorous data collection protocols: structure of data collection

The grounded theory approach advocates the use of multiple data sources converging on the same
phenomenon and terms these “slices of data’ (Douglas 2003). The study employed multiple data
collection methods to strengthen grounding of theory and enhance reliability and the internal

validity by triangulation of evidence. The structure of data collection is shown in Table 3.5.

3.4.2.2 Entering the field - data collection methods

The researcher conducted data collection for the following aspects.

o Discover the problem from participants’ accounts. The initial research questions were as broad as
possible, without a priori constructs or guiding theories. Indeed, the grounded theory approach
allowed the researcher to take advantage of emerging themes and unique case features.

e Highlight the iterative nature of the approach. In doing so, the rescarch developed the data

collection and analysis process and adjusted the data collection under theoretical sampling

concept.

e Employ flexible and opportunistic data collection methods.

The researcher used multiple data collection methods for the field survey over a six-month period

(July 2003 — January 2004). The practical uses of data collection methods in this study are discussed
as the follows.
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J.Daengbuppha Chapter 3: Research Methodology

1. Observation
(a) Participant observations — ‘see and hear what was going on’

Participant observation is claimed to be the essential ethnographic survey method that yielded
exploratory sufficiency for this study. The use of this method is most appropriate for the preferred
conditions suggested by Jorgensen (1989). The conditions are (i) concern on insiders’ perspective,
interaction and meaning making toward the research questions; (ii) the phenomenon of investigation
1s observable within everyday life situation or setting; (iii) the researcher’s ability to gain access to an
appropriate setting; (iv) the sufficiency of phenomenon to be studied as a case; (v) appropriate
research questions for a case study; and (vi) qualitative data gathered by direct observation and other
means pertinent to the field setting. The rationale for the choice of participant observation is further

encouraged by a range of studies that have successfully used the technique (Amold and Price, 1993;
Penaloza 1994; Bowen, 2002; Goulding, 2000, Slack et al., 2001; Wolcott, 1994).

There were various considerations in employing participant observation in this study. First, the
research problem was to be viewed from the perspectives of the visitors. Secondly, the experience
was not created or manipulated by the researcher but the visitors. Visitors perform the multiple
realities of experience while the researcher has to be aware of the need to forge a balance between a
passive and a proactive presence (Bowen 2002). The aim of participant observation was to

demonstrate a range of patterns and meaning of visitor interactions to the heritage sites through

mobility of visitors.

Thirdly, having considered the setting of heritage sites, the researcher was able to get access to the
setting since 1t was an open environment rather than a closed set. This setting enabled the researcher
to gam an insightful view of the interaction of visitors with the cultural heritage and visitors with
demonstrators and other visitors. By participating as a member of service staff and on-site guide, the

researcher was also able to be involved in conversations with the visitors. The research explored

hentage experience of the visitors by experiencing it with them.

Fourthly, the phenomenon is sufficiently limited in size and location to form a convenient case study.
The main concems of this condition are the size of a visiting group and their movement. A setting
that involves interaction with a small mobile group can be ideal for sustaining the study through time
(Arould and Price 1993; Bowen 2002; Penaloza 1994; Wolcott 1994). Participant observation can
take place in a group of visitors consisting of 2-20 members. In this case, the participant observation
may be assisted by using a structure walk through technique. This approach involves the design of a
number of walk through frames, which sample the range of different experiences that a visitor might
encounter in a complex tour. Slack et al (2001) used this technique in leisure management study. This

approach allows the researcher to immerse in the setting and experience a range of combinations and
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J.Daengbuppha Chapter 3: Research Methodology

to evaluate a total experience, rather than a series of individual interaction episodes, which may be

disaggregated.

Finally, participant observation and observation is most efficient when used along with inferviews in

that asking people why they are doing what they are doing is a necessary component in developing

the understanding of their inner-directed interactive experience. Therefore, an ethnographic interview

is able to fill in the information gaps.

In the field survey, the researcher was directly involved in site visitation of visitors, observing and
talking with people as the researcher learned from their views of reality. To get an insight into the
experience of visitors, the researcher was involved in every mode of interaction with visitors
including assisting as an on-site guide, working as staff at the tourist information and ticket office,
joining organized tours and hanging out with the visitors. A clear objective had to be informed to the
historical park authority in regional level to get an access for conducting a field survey. Visitors were
informed that the researcher was a part of the tour group. Furthermore, the researcher participated in
the group as one of the tour members (as a visitor herself). Indeed, the researcher naturally
participated and immersed in the setting. This practice was also applied to private tour agents. The

researcher provided sufficient information about the study and the researcher to the trip leaders when

the participant observations took part in the trips.

To go out in the historical sites with individual visitors was also relevant to the survey. The method
also allowed an opportunity for in-depth interviews. The researcher participated in individual trip and
in both big and small groups of a diverse range of visitors. The researcher moved through the sites
with the visitors by all modes of transportation, for example, riding a bike, walking with them, riding
an elephant and taking a tram. The trips around the survey sites might take as long as an hour to one
day from the start until the end. It occasionally took several days when the visitors repeated the visits
or visited other survey sites. In this sense, trust was developed among the visitors and the researcher.
Hence, the subsequent interviews could be done conveniently. Practically, the researcher was able to
find interesting information about the visitors’ behaviour prior to encounter at the heritage sites. The
field survey for this study was valuable because participants were happy to contribute for interviews

and participant observation. Knowledge and understanding about the reality of the wvisitors’

experience evolved throughout the survey process.
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(b) Non-participant observations

Non-participant observation is conducted under the philosophy ‘action speaks louder than words’.
Observation yields the overview of physically interactive experience naturally performed by the
visitors. The importance of observation as a method of data collection is regarding its use to enhance
understanding of the effectiveness of leisure environments and leisure experience (Slack et al 2001).
It can be used to collect data to which the researcher or intelligent enquirer might not otherwise have
access. It can yield direct information about the nature of the experience in specific environments.
This also applies to participant observation. The units of observation include both individuals and
groups; although individuals are more focused, based on ‘theoretical sampling’ (sece 3.4.4).

Observations were conducted across all visitors on a daily basis from opening until closing time for

the sites while the researcher was in the field.

The methods used in recording the data included ethnographic field notes and virtual data and
photographic and videotaped information. Field notes were written records of visitors’ activities on
their visit to cultural heritage sites as soon as the event occurred. Practically, these field notes allowed
the researcher to record changes in what the researcher sees as significant as the interpretations
developed. Virtual data (travel journals and diaries from the internet source) was extremely useful for
this study in that it assisted in developing interpretation of visitors’ behaviour, including the temporal
flow of events, culturally significant moments and meanings of experience, visitor-object interactions,

and episode of their experience. The methods also yielded validity and credibility to the study. It 1s
also applicable for visitor books.

Interestingly, a post-hoc structure can be imposed on the process of observation, although it should be
emphasised that this is not how the observation is conceptualised by the research at the time. Slack et
al (2001) also imposed this technique in the study. The research had probed to ask some questions
regarding the events observed and recorded. This method was useful but it had a limitation in that the
researcher was not able to ask the details about behaviours from the person being observed. However,

the observation provided the ideas and questions to be used for further interviews.

The researcher started to observe the environment, the setting, site ambience and experience in the
site. Insiders informed this initial interest in an initial stage of field survey. An observation checklist
(in general terms) of the features that contributed to the experience was developed. This checklist was
roughly ordered into groups or categories and used as an observation guide. It was important to note
that the observation guide is not a pre-defined conceptual note but it is used as a rough guide to
extend the questions in the interview method and to ensure the saturation of data collection. The list
of observation categories were added up throughout the later period of observation. It helped the

research to recognise the saturation of data collection. Indeed, the categories needed extension and

refinement through the formal data analysis process.
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During the participant observation, the researcher had opportunities to listen to and watch others as
they participate as she emerged in the setting and environment. Despite a lack of change of
conversation, this provides the basis of a wider theoretical approach to issues in the hertage
experience. This information offer the researcher insights leading to the learning that informs
subsequent activities or decisions, and reflects on the visitor experience related to interactions with
the heritage and interactions with others. However, there were some disadvantages of non-participant
observation. One of those is the inability to observe cognitive information such as attitudes, beliefs,

motivation or perceptions, and ethical consideration. The observation may affect the sense of being

watched; therefore, 1t influences participants’ actions.

To overcome the disadvantages, the research used indirect-observation approach to avoid the sense of
being watched felt by the visitors. The indirect-observation made data subjective rather than objective
because the researcher did not follow any particular persons. The limitation can be overcome by the
asking questions, subsequent to the observation (suggested by Slack et al 2001). This method

provides some interesting information that might be missed by direct observation. Consequently, 1t

provided comprehensive data about the subject studied.
2. Ethnographic Interview - ‘Hanging out’ and ‘In-depth interview’

Ethnographic interview used in this study involved going out around the heritage sites and having
conversation with visitors. In the early stage of the survey, ‘Informal interview and casual
conversation’ was obtained from participants who had visited the sites. The richness of data was
centred for ethnographic fieldwork. It can be captured from the whole realm of ‘informal talks’
between the researcher (who is now called ethnographer) and participants. This method is called
‘hanging out’ by Agar (1996: 58). According to Glaser and Strauss (1998), the researcher should

remain open in terms of the structure and direction of the interviews in order to let concepts emerge

rather than forcing them into predefined categories.

Despite the main arena that the researcher focused on being an interactive experience, the essence
of the informal and unstructured (in-depth) interview was that the researcher did not have a list of
structured-interview questions but rather a repertoire of question-asking strategies to select from
when the moment seemed appropriate and the questioning may take place in a wide variety of
contexts. The objective is to get an insight into visitors’ experiences. For this study, the interview
was conducted with the visitors who have visited the sites and were willing to share their heritage

experience with the researcher. Agar (1998) suggests a supplementary method by asking questions

that strongly suggest an answer and are used to check emergent interpretations by leading the

participant towards modifying or contradicting a statement.
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In the interview context, it is important to understand that the role of the interviewer is to provide a
context in which participants freely describe their experiences in details. The interviewer does not
begin an interview feeling that she i1s more powerful or knowledgeable about the topic than
participants (Thompson ef al 1989). An important aspect of the interview is that the interviewer and
participants are of equal positions (Kvale 1995). Thus, in the study the questions and conversations
used by the interviewer follow the ‘course of dialogue’ and were aimed at ‘bringing about the

descriptions of experiences not confirming theoretical hypotheses’.

The researcher (interviewer) employed descriptive questions, such as ‘what was your experience

like?’, ‘how did you feel when...?’, ‘can you tell me about the time when you were touring around

the site?’ and ‘how did the site interest you?’ (aka ‘what made you to come here?). There would
always be some questions that developed follow-up ‘structural questions’ for more analytic
perspective such as ‘can you describe the time when you looked at the statue?’ or ‘you said that ...
is an important attribute that you prefer, are there any other attributes?. The aim of these
questions was to focus on particular actions they referred beforchand. Occasionally, the
conversation could be followed up by ‘contrast questions’ that emphasised componential analysis
(Spradley 1980). The questions could be ‘what is the difference between ... and ...?", or ‘can you
compare ... and ...?° Practically, the researcher emphasised ‘what and how’ questions rather than
why since ‘why’ questions, or an equivalent such as ‘what caused you to do that?’ are often

ineffective for generating description of lived experiences since they may cause prejudgment and

defensive responses (Thompson et al 1989).

The participants would then be seeking a plausible explanation for their actions. To provide a
degree of ‘validity’ to the study so that a concept could be formed, interviews were taped and

transcribed verbatim to ensure that the full interviews could be examined and analysed without any

of the language, meaning or phasing of quests being lost or misinterpreted. Additionally, the

interviews can be obtained along with the process of participant observations.

The research has experienced that this conversational style of interview allowed flexibility in
research techniques as it maintained a minimal influence on the direction of discussion. It is
recommended that the researcher must not give directions at the initial stage of conversation. The
researcher must not be critical or judgmental while the conversation with participants continues,
whilst still maintaining a critical dialogue for analytical purposes. The limitation of this method is
that 1t 1s time consuming. Practically, an interview could take as long as whole course of a visit

lasts. Hence, the researcher had to make every effort to pay attention to what the participants

referred to because the conversations had to be integrated to an informal analysis process related to
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J.Daengbuppha Chapter 3: Research Methodology

the theoretical sampling approach. Indeed, the informal analysis was undertaken as soon as the

conversation was conducted.

The researcher used the concept of theoretical sampling during the process of interview for the
continual analytic process. It assisted the researcher to recognise when the interview reached the
saturation stage as concepts and themes emerged from data. An initial unstructured approach was
taken to begin the discussions and allowed themes to be generated from those involved in this study.
Practically, the researcher was able to initiate a ‘rough guide’ for in-depth interview for the further
field surveys (Appendix E). This guide had a list of basic and general questions on the topic involving
the visitors’ participations for experiencing the heritage. This rough guide assisted the researcher to
track down the repetitive issues that were relevant to the study so that it helped prevent an endless

nterview process. However, the researcher still had to be open-minded to perceive issues that

emerged from the data.

3. Travel journals and visitors’ photographs

The grounded theory method allows multiple types of data to gain advantage of richness of
information. For this study, document from the data such as travel journals written by the visitors
who visited the sites and the data published in all kinds of media such as internet, travel magazines,
and newspapers were used as a valuable supplementary source of data for exploring the specific
interactive experience and the associated experience. Mostly, the travel journals allowed the
researcher to investigate the visitors’ trip planning and route, motivation, perceived value of place and
clements of satisfaction and dissatisfaction towards their visits. The researcher could clearly explore
how the visitors emotionally experienced the heritage. A number of visitors were given disposable
cameras to take images while on tour. Later, they were asked to explain what kind of photo they took
and reasons for taking the images. In doing so, the concept of aspects of sight and photographing (as
an activity) emerged from the data. Furthermore, it allowed the researcher the see flow of attractions
in their visits. This supplementary data also provided authentic information on the visitors’
perceptions towards the heritage sites, especially, from the interpretation of the photographs.
Additionally, travel journals helped the researcher to get the visitor insight and perspectives about

meanings coinciding certain the visitors’ experiences in which they might not be able to express

through a conversation.

The research was conducted in three world cultural heritage sites (Appendix A). The sites were
chosen based on their characteristics and ideological and historical significances as well as
economic significance. All heritage sites fall in the same category of heritage attractions. All of

them are registered as Thai historical parks. However, each of them is different in size, proximity

to the centre of towns, and the history of the place (despite the close relationship). Although the

45

- N et il ol gl iy i el e ey G - aels i Y .:l-ﬂ
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grounded theory approach considers a study of ‘a case’, the researcher conducted this study in

three sites to gain richness of data and to check typicality of result.

The study consisted of three stages. The first stage involved in-depth interviews and observations
(participant observations and direct-observations) at Sukhothai Historical Park, a cultural heritage
site compounding a complex of ancient temple ruins. The second stage took the researcher to
Ayutthaya Historical Park, a cultural heritage site of ancient temple ruins, which included repeated
observations as at Sukhothai Historical Park and in-depth interviews. The third stage of the
research consisted of repeated observations and in-depth interviews at Sri Satchanalai Histoncal
Parks. Keeping with the concept of theoretical sampling, data collection strategics were aimed at
the richness, validity, reliability and ensuring the saturation of data. The interviews and discussions
also had to encourage participants to reflect on their experiences. In the further interview process in

the second and third survey sites, the research is able to use a rough interview guide to assist in the

extensions of issues emerging from the previous data collection phases.

3.4.2.3 Reflexivity of data collection process

The emergent theory derived from the survey at the first survey site could provide a generalisation
of an 1nitial theoretical framework of heritage experience. Additional (empirical) cases were then
selected, one at a time, to assure and extend this framework. Logically, the survey in additional
sites provided richness of data and checked typicality of study results (a literal replication - filling

theoretical categories to extend the emerging theory and to replicate previous case(s) to assure the

emerging theory).

In the data collection stage, the researcher had overlapped data collection and analysis in order to
reveal helpful adjustments to data collection as the ‘theoretical sampling’ (See Figure 3.8) concept
where the data was collected until it reached ‘saruration’; literal and theoretical replication. The
rationale of the method confirms, extended, and sharpened the theoretical framework for the study.
Meanwhile, the researcher emphasised flexible and opportunistic data collection methods to allow
investigators to take advantage of emerging themes and unique case features. To facilitate the data
analysis process, the data ordering was essential by arrangement of chronological events.
Consequently, the process was followed by a systematic data analysis process consisting of open

coding, axial coding and selective coding to develop theory and finalise with review and evaluation
of the proposed theory.

During the initial data collection, when the main categories emerged, a full deep coverage of data was

necessary. Subsequently, theoretical sampling required only collecting data on categories, for the
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development of properties and propositions. The criterion for judging when to stop theoretical

sampling is the ‘theoretical saturation’, the term in which Glaser and Strauss define:

...no additional data are being found whereby the researcher can develop properties of the
category. As he sees similar instances over and over again, the researcher becomes

empirically confident that a category is saturated...when one category is saturated, nothing

remains but to go on new groups for data on other categories, and attempt to saturated these

categories also (1967, p.65).

3.4.3 Data Ordering

Data ordering is the arrangement of events into a chronological order in the interview scripts and
field notes. It is an initial phase of data analysis that allows the researcher to determine causal
events. In this phase, an initial tentative logical structure for phenomenon under study is generated.
This structure is attempted to clarify relationships between the categories or variables involved 1n
the phenomenon. This phase involves organising the data into discrete categories according to a
selective specified set of properties and their dimensions and then using description to clarify those

categories. Tools for this phase are ‘theoretical and practical memos’ (See Table 3.4).

3.4.4 Data Analysis - Theoretical formulation in the grounded theory

This section discusses the theoretical formation through a coding procedure: open coding, axial
coding and selective coding. The aspect of data analysis was to develop concepts, categories and
properties related to the subject studied, develop connections between a category and its
subcategories, and integrate categories to build a theoretical framework. In order to facilitate the
analysis process it was essential to order the data chronologically by events. This method allowed
examination of the research processes as well as the raw data. Having ordered the data, the
interactive process of the grounded theory continued with a systematic data coding process
consisting of open coding, axial coding and selective coding. The data ordering enabled the
development of theory and completion of the research process through the review and evaluation of

the proposed theory. Figure 3.2 illustrates the coding procedure and analytic tools used for the data
analysis process in this study.
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Figure 3.2 Coding procedures in the data analysis process

Open Coding Axial Coding Selective Coding

Aims of the Method

To identify discrete concepts,
which are the basic unit of
grounded theory analysis.
Features of Analysis

(1) an intcrview transcript: a
sentence, a paragraph, an
intcrview; (2) a ficld note: an
episode, an observation
Coding Process

Labelling = Categorising <>
Naming categories >
Dimensionalization

Codcs from the process become
‘properties’ of catcgories.
Analytic Tools

‘Fracturing’: (microanalysis)
taking data apart and examining
the discrete parts for differences
and similarities

‘Constant Comparative Method’:
mcthod of analysis where
incidents are compared in terms
of properties and dimensions.

Aims of the Method

To generate tentative statements
of relationships between
phenomena.

Features of Analysis

The condition that gives rise to
the ‘phenomenon’ and the
‘context’ in which the concept is
embedded

Coding Process

relating categories with sub-
categories (links at ‘dimensional
level” between concepts in the
research situation).

Analytic Tools

‘Paradigm’. a phcnomenon is
analyscd in tcrms of its context,
conditions and consequences.

‘Condition Relationship Guide’:

asking and answecring relational
qucstions about the categories to
relate structure to process.
Contradictions’ between reality
and hypothescs to refine the
description of categorics

Aims of the Method

To integrate and develop the
grounded theory.

Features of Analysis

various categorics intcgrated to
form ‘grounded theory”’.
Coding Process

Identify “core category’ (central

phenomenon) that represcnts the
main theme of the research.
Finding an ‘inftersection’ among
all the important catecgorics in the
rescarch

Analytic Tools

*Paradigm Model’, ‘Reflexive
Coding Matrrix: a rclational
hicrarchy for contextualising the
core catcgory, which includes
‘properties’, ‘processes’,
‘contexts’, and ‘modes for
understanding the consequences’.
The matrix is the contingent
relationships established by the

Conditional Relationship Guide,

Throughout the data analysis process (Figure 3.2), a grounded theorist secks to develop analytic
interpretations of the data to focus on further data collection, which is then used to inform and
refine the theoretical analysis. This stage involves a familiarisation with each conversation by
searching for individual perspectives and nuances of language (McCracken 1988). The focus 1n the
data 1s the form of words that come from interviews with participants (Miles and Huberman 1994).

These words require processing, and this processing itself is a form of analysis.

Conversation data and ethnographic field notes were then fragmented and coded by an open coding
and dimensionalising using a series of questions as suggested by Strauss and Corbin (1990),
Schatzman (1991) and Goulding (2002). Then, the fragmented codes were reformulated by
forming overarching categories, which then required the development of umbrella categories.
Afterward, the ‘axial coding’ will be used to entail a comparison and find the links among
categories. The process was suggested by Riley (1995) and Schatzman (2001). The final analytical
procedure, selective coding, is used to search for patterns and themes across all conceptual

categories through the development of a conditional matrix (designed for the study). The data

analysis process is illustrated in Figure 3.3.
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Figure 3.3 Data analysis process
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The general goal of the grounded theory is to construct theories that provide an understanding of
phenomena. A good grounded theory is one that is (1) inductively derived from data, (2) subjected
to theoretical elaboration, and (3) judged adequate to its domain with respect to a number of
evaluation criteria (Haig 1995). The focal point of the emergence of theory in the analysis process
is the ‘constant comparison method’, a qualitative tradition built on compared concepts suggested
by Glaser and Strauss (1967). The method involves conceptual labelling and grouping of similar

data, categorising the concepts, linking categories by relationship, conditions and dimensions, and

finally developing an emerging theory.

The constant comparison is an amalgam of systematic coding, data analysis and theorctical
sampling procedures, which enables the researcher to make interpretive sense of the diverse
patterning in the data by developing theoretical ideas at a higher level of abstraction than the initial
data descriptions. For this study, data collection, data ordering, and data analysis were interrelated.
The analytical process relating to the observation and participant observation had already started
with the writing of memos describing the scenes, events and experiential behaviours of visitors.
Meanwhile, the data in the form of interviews were transcribed and analysed. Through this process,

the focus and area of interest could change as unexpected aspects emerged from the data. Goulding
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(2002) suggests in her study that it is important that the researcher adapt and remain sensitive to the

evolving conceptual nature of the emerging theory

It 1s noted that the researcher used a manual method for data analysis process despite several
benefits of the computer-aid methods of qualitative analysis (i.e. NUDIST, NVivo. Similar to the
use of analysis software, Kelle (1997) provides potential advantages the manual method as follows:
e No limit to the number of coding categories and subcategories;

e No limit to the number of time given test message can be coded;

e The use of interrelated and of unlimited flexibility.

The computer-aid methods provide a number of artificial intelligence based information structuring
and reasoning facilities that can be used to aid the retrieval of qualitative data, especially the
mechanisms for creating indexing categories and relating them to the data documents through

comprehensive hypermedia-like browsing tools for both document and indexing databases

(Richards and Richards 1995). However, it could be argued that it could alienate the researchers

from their data and enforce analysis strategies that go against the methodological and theoretical

orientations of the qualitative hallmark (Holbrook and Atkinson 1996; Kelly 1997). Glaser (1998: p.

185-186) also argues that the ‘technological traps’ of data analysis tools could create unnecessary

restrictions, inhibit the researcher’s development of skills, and impose time-consuming of the

learning curves. It could be an easy way out and as a hindrance rather than an aid to creativity.

The manual method could therefore provide greater potential advantages as follows.

e Logical data retrieval and conceptualization through an in-depth interpretation of data,
especially complex and vague interview scripts, visitors’ journals and ethnographic field notes;
e Interpretation of similar words visitors mention with various meanings that software program

cannot distinguish the variations;

o Allowance of theoretical sensitivity through the constant comparison process

The process of manual method is time consuming; however, it provides the depth of
conceptualization and the logic of theory development through the systematic coding process
without forcing the data. It is also essential for the researcher to be open to the emerging evidence

that may change the way the researcher think about the subject matter, and to act on the new
evidence (Glaser 1998, 2001)
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3.4.4.1 Open coding - categorizing phenomenon

Open coding is a constant comparative method of analysis that uses labelling and categorising
phenomenon (codes) followed by dimensionalisation. The main elements of the ongoing process

include asking questions and comparison. The codes from this stage become ‘properties’ of

categories. The process of open coding is depicted in Figure 3.4.

Figure 3.4 The open coding process

Labeling

Categorizing Naming a Dimensionlisation

= =

phenomenon

Category

Labelling phenomena involves data conceptualisation. The process takes part in an observation, a
sentence, a paragraph, and gives each discrete incident, idea, event, a name or something that

stands for or represents the phenomenon. The outcome of labelling and categorising is discrete

concepts.

Dimensionalisation is a process of breaking a property down into its dimensions. The properties
represent attributes or characteristics pertaining to a category. In the dimensionalsation process,
category development, in terms of their ‘properties’, can then be ‘dimensionalised’ systematically.
Dimensional range can be related to the frequency (often — never), extent (more — less), intensity
(high - low) or duration (long - short) of propertics (Glaser 1998). They form a basis for making

the relationship between categories and subcategorics and later between major categories. The

analytic tools for open coding are presented in Appendix E.

Illustration of open coding

Line-by-line analysis of interview transcripts and ethnographic field notes were used initially
following an open-coding process (Table 3.6). In addition, as predicted by Strauss and Corbin
(1990), an element of axial coding was done informally (linking sub-categories to categories)
during the open coding process as codes were generated and refined. The researcher also used an

adapted version of the coding to trace higher-level conceptual codes and to develop categories. (See

also Appendix E)
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Table 3.6 lllustration of open coding in theoretical memos

Massage from conversation and labelling Data Ordering
Notes on categorising and dimensionalising

Message T Reason to visit the place related

On trip planning “1t has been a capital (having been a - Archaeological interest

capital). Once it has been capital. So that interested me. - Cultural interest

(interest — status of place) So | see this all the time it was a - Architectural representative

capital long time ago. (ancient capital) Then it was -  Symbolic place - Buddha image

important. (significance of place) That was interesting for - Significance of place as capital city

me (perceived value - interesting place). Archaeoclogical - Distinctive character

thing was interesting. (archaeological attribute - interest) Reason to visit associated with aspect

Also the culture (cultural attribute - Interest), the typical - in search of sense of place —in Asia (intense)
Asian style (represent Asla - architectural attribute)...likes - in search of new experience : different religious
that...urr (thinking about word)... ‘The chedi’ ... It's not sites (intense)

European. (distinctive character) You have the feeling - experiencing Asian culture

about the architecture (felling about architecture). You have | Experiential aspect associated with

the feeling that you are in Asia. (in Asla - feeling sense of - to see Buddha image (intense)

place)We fly over to the continent of Asia. So now we want to -  to see Asia (intense)

see Asia, (to see Asia) And also because of the Buddha -  tofeel sense of place

images (to see Buddha Image - Buddhism - to feel architecture (intense)
symbol)...statues. | have been to India and Turkey Interaction with place associated with feeling of sense of
(experienced cultural destinations). And | have seen place

Hindunistic temples and mosques and churches because we

are in Europe...always churches, church and church. | have Past experience related to

seen Hindu and mosque but never Buddhist.” (in search of - having been to several religious sites
experience different religious sites Source of information - literature

Message 2
On their motivation to visit

Well..| want to see the history because |..mm..| mean |
friends who had been travelling in Thailand before and | know
a little about it. (have been told - words of mouth) | wanted
to see...you know | have seen the ruins in the TV and | mean
may be not a specific one...it's like Angkor Wat or something.
(Interesting historic place Is influenced by TV program)
Something similar to me. (all ruins are similar) And you
know | don't..I'm not gonna go the Cambodia to see

something similar. (Imply = this represents a kind of
historic ruins - see one, see them all

Message 3
One visitor’s experience:

| had a chance to touch them (get a chance to touch). | think
it's is good (touching Is a good experience) because | like
fo touch things. Touch the rocks you know...it's hundreds
years old. It's really nice (to fell the old age of rocks). And in
the way | think if those rocks...the weather and the rain will
wash them away anyway (Touching Is not as harmful as
weather). So don't know if we do much harm to them. If they
are in a glass house then | understand why you can't touch
them. They preserve it for eternity (willing to follow the
rules). But here....because of the weather | understand this is
falling apart anyway (the ruins will fall apart).

Message 4
On the comparison of experience

To me the ruins here are more spiritual for example I'm
catholic ...but not really religious... (f am not so religious -
perception of themselves) not meant that | am not religious
at all...but not very strong. | am not going to the service or the
priest...no never...(not practical catholic)last year ] go to
Italy which is very famous for the church...so | entered the
church but that doesn’t affect my religious feeling...(refigious
place doesn’t yield religious feeling) but | just appreciate

the architecture. It's old and you can smell that it's old from
the smell of wood (smell the old age). But this you can

breathe it out also{able to ‘breath it out’ in-vivo) but even
more | think. Spiritual

Reason to visit related to
- seeing history
- ‘see one, see them all' = representative of all

historic ruins

Reason to visit associated with information
. have been told = words of mouth (high

influential)

documentary (influential)

Physical interaction
- touching (dimension - intense)
Aspect of touching

-  to feel age of things

. not harmful
Attitude of visitor associated with

- willingness to follow the rules

(good understanding)

ruins will fall apart (very concemn)

Perception of place
. more spiritual
religious place doesn't yield religious feeling
Perception of themselves
. not so religious
- not a practical religious
Interaction with place
smell the ages
- breath it out (in-vivo)
appreciate architecture

- Conceptual names are in bold prints.

- ‘Inwvivo’ codes are words or phased used by participants.
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- Ethnographic field notes (observation diary) were also analysed line-by-line with the

similar process.

Interactions among concepts were rendered by means of ‘scenarios’ that described how concepts

occurring at various levels influenced each other. As a consequence, the researcher was able to

establish themes and patterns of the visitors’ experience. Examples of the research results are

discussed briefly in the following sections.

3.4.4.2 Axial coding — construction of categories

Axial coding is the process of conceptual categorization involving intense analysis done around ‘one
category’ at a time by using a paradigm model (Figure 3.5). The outcome of the process 1s
cumulative knowledge about relationships between categories and subcategories. With the increasing
dense texture of conceptualization, linkages are also made with the categories that will eventually be
chosen as ‘core categories’. It is also the process of relating categories to their subcategories and
linking categories at the level of ‘properties and ‘dimensions’. It is termed ‘axial’ because coding

occurs around the axis of a category. Axial coding consists of ‘paradigm’, ‘structure’ and ‘process.

A simplified paradigm model was developed for this study to conceptualise categories and
subcategories emerging from the study. To simplify this process, grounded theorists emphasise causal

relationships, and fit things into a basic frame of generic relationships. This adapted framework i1s

called a ‘paradigm model’ (Figure 3.5).
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Figure 3.5 Simplified paradigm model used for construction of categories

Causal
Conditions
Actions
Consequences
Causal
Conditions
Dimensions —p  Concepts — Category

Later can become
dimensions for the higher
stage of coding

A grounded theory is an action/interaction oriented method of theory building (Strauss and Corbin
1990:104). The term used in the paradigm model is presented as follows.

e (ausal conditions are events or incidents that lead to the occurrence or development of a

phenomenon.

e Action/interaction strategies represent strategies devised to manage, handle, carry out, and

respond to a phenomenon under a specific set of perceived conditions.

e Consequences stand for outcomes or results of action and interaction. What are consequences of

action/interaction at one point in time may become part of the conditions in another.

The axial coding process links categories at the dimensional level. The beginning exploration of
‘variation in phenomena’ is done by comparing each category and its subcategorics in the
dimensional level. While doing the analysis, the researcher notes patterns in the data in terms of

dimensional locations of events, incidents pertaining to the property of a phenomenon. The outcome

provides a foundation for ‘selective coding’.

In the grounded theory approach, the researcher must keep moving through the data to see the
‘incident’ repeatedly and constantly be comparing and conceptualising into a true pattern (Glaser
2002). To analysing the similarities and differences among the phenomena covered by the category
will enhance internal validity. The process is done by asking questions. The researcher can ask
questions such as ‘what sort of things are similar to and different from this. In another way, the
researcher asks questions such as ‘how are the things which go into this similar to one another?, and
how are they different?’. In the evaluation for ‘being a phenomenon’. a phenomenon must have
ability to explain ‘what is going on?’ A subcategory answers questions about the phenomenon such
as when, where, why, who, what, how, and with what consequences. The distinction between

category and subcategory becomes clearer as the axial coding proceeds.
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Illustration of categories of axial coding

It 1s usual for the grounded approach to reveal more than being expected at the outset of the
research. Indeed, the inductive and exploratory nature of the grounded theory is its strength and

researchers come to search for the unusual and unexpected. In this study, several interesting

themes emerged including ‘perceived value of heritage’. Examples of the way that this category 5

emerged from the axial coding are discussed in this section. |

Figure 3.6 lllustration of categories constructed by the paradigm model

Consequence: ' Comlionents of
Category experience
Action: Concept 1
Concepts Perceived value Concept 4
of heritage
Cultural
Condition: value _
Dimensions/ Symbolic
Properties scntiment
Religious
value
Histonc
scntiment
Hcritage
attribute

In axial coding the researcher developed the basis for selective coding. The categories were worked

out in terms of their salient properties, dimensions, and associated paradigmatic relationships,

giving the categories richness and density.

The researcher should begin to note ‘possible relationships’ between major categories along the
lines of their properties and dimensions and also to formulate some conception of what the research
is all about. The discovery and specification of differences and similarities among and within

categories are crucially important and at the heart of the grounded theory (Glaser and Strauss 1998).

The analysis then moves towards the selective coding.

3.4.4.3 Selective Coding — construction of a grounded theory of heritage experience

Selective coding is the process of selecting a core category, systematically relating it to other

categories, validating those relationships, and filling in categories that need further refinement,
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development and integration. The main objective of selective coding is to explicate a story by
1dentifying a ‘core category’ and linking other categories around the core category. The researcher
has to decide on a central 1dea or a core category that represents central phenomenon that needs to

be theorised about the main theme of research and links the different categories to the core category.
Throughout the analysis process, integration is the interaction between the analyst and the data. To

do this, the researcher adopted a ‘paradigm model’ (Figure 3.10) proposed by Strauss and Corbin
(1998) and reflexive coding matrix to facilitate the linkage among categories by developing a story
line to undertake the selective coding. The researcher looks for the conditions, interactions,
strategies and consequences that relate to core category and develop a network of conceptual

relationship. This is the process of theorising to achieve the integration of theories. At this stage,

integration is not much different from axial coding; however, it is done at a higher level of analysis.

The methodological aspects concerned with the selective coding are as follows.

1. The coding process

Selective coding involves the integration of the categories that have been developed to form the

initial theoretical framework.

The coding process is illustrated in Figure 3.7
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Figure 3.7 The lllustration of selective coding process

Explicating the ‘Story Line’

Using the basic technique of making comparison
and asking the data - General Descriptive
Overview of the Story - Develop a Core
Category

Integration Process
Relating ‘Subsidiary Categories’ to ‘Core’
‘Categories’
Using ‘Paradigm Model' Consisting of:
Conditions, Contexts, Strategies, and
Consequences

Relating Categories at the Dimenslonal Level

Validate Those Relationships against Data

Proposing a Model

The selective coding process consists of five coding procedures:
(1) Explicating the ‘story line’.

The basic techniques was making constant comparison and asking for data to find out what 1t was
all about. Practically, the researcher had to repeat the transcripts and memos for a constant
comparison with categories constructed in the axial coding process. In this study, the researcher
adopted a ‘conditional relationship guide’ (Table 3.9) and a ‘reflective coding matrix’ (Table 3.10)
as an analytical tool for conceptualising the story lines according to the subject studied. The
researcher had to look through the list of categories to see if they were related into one story. This
category became a ‘core category’. It was the main theme that summed up a pattern of behaviour
to which the researcher then gave it a name that indicated its theme. The core category was a

substance of what was going on in the data and had to be developed in terms of its properties which

the story indicated. It became the heart of the integration process. The core category must explain

the behaviour under the study. It had theoretical significance, and its development should be
traceable back through the data.
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The core category was based on the assumption that a full integration of data had been conducted,
and negative cases, where found, had been identified and accounted for. It must be a central theme
that was related to as many other categories and their properties as possible. Through an ongoing
process of theoretical sampling, this process involved staying in the field until no new evidence
emerged from the data collected. A core category should be saturated as much as possible for its
explanatory power and should be based on full theoretical sampling in order to maximise
differences in the data. For this study, the core category was ‘heritage interactive experience’. The

following section discusses the development of categories emerged from the data.

(2) Integration process

The researcher related subsidiary categories around the core categories by means of the paradigm
model (Figure 3.9) and the integration process. The paradigm consisted of conditions, contexts,
strategies, and consequences. The researcher had to find something like conditions that led to a
phenomenon. This phenomenon led to context, which consequently led to action/interaction. The

action/ interaction then led to consequences. In addition, the researcher had to keep the intervening

conditions in mind.
(3) Relating categories at the dimensional level

Subsidiary categories were related to the core category according to the paradigm model (Figure

3.9). The basic purpose of the model was to enable the researcher to think systematically about data

and relate them in a complex way.

(4) Validating the relationship against the data

Within the integrating process, the researcher related the categories at the dimensional level by
arranging the categories in terms of paradigm until they seem to fit the story. The process provided
the analytic version of the story. Conscquently, the researcher could see the development of a
hypothesis regarding the relationship among the categories. The Figure 3.10 shows that the
categories emerging through the analysis process consist of components of experience, external
environment, experiential aspect, experience consumption practice, and evaluation of experience.
The researchers could validate those relationships against the data by reading the data and

constantly comparing them to the hypothesis or conceptualised categories.

(5) Proposing a model

Once the core category was defined as a phenomenon, other categorics were then related to this
core category according to the theme. Causal conditions are the events that lead to the development

of the phenomenon. Context refers to the particular set of conditions and intervening conditions,
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the broader set of conditions, in which the phenomenon is couched. Action/interaction strategies

refer to the actions and responses that occur as an outcome of the phenomenon, both intended and

unintended. The actions and responses are referred as consequences.

It 1s noted that an important activity during coding is the writing of memos. It is integral part of a
grounded theory that assists the researcher to keep track of all categories, properties, and
hypotheses that evolve from the analytical process. These elements are involved in the formulation
and revision of theory during the research process (Corbin and Strauss 1990). Practically, at least

three types of memo may be distinguished: code memos, theoretical memos and operational memos.

The code memos are related to open coding and thus focus on conceptual labelling. The theoretical
memos are related to axial and selective coding and thus focus on paradigm features and
indications of process. Finally, the operational memos contain directions related to the evolving
research design (Pandit, 1999). Identifying these patterns and groups is what gives the theory
specificity. It is then able to say; “under these conditions, this happens; whereas under these
conditions, this is occurs”. Once a theoretical framework has been generated, the next step is to
develop this framework by selecting additional cases according to the principle of thecoretical
sampling with the aim to extend and/or sharpen the emerging theory. It could be done by filling in
categories that may need further refinement and/or development. When the marginal value of the

new data is minimal, the analysis proceeds to reaching the research closure. Finally, the proposed

model 1s conceptualised.

2. Analytic Tools for Theorising the Grounded Theory

(a) Theoretical Sampling

The theoretical sampling (Figure 3.8) is a sampling on the basis of emerging concepts, with the aim
to explore the dimensional range or varied conditions along with properties of concepts (Strauss
and Corbin 1998). It is used to uncover as many potentially relevant categories as possible.
Practically, 1t is an ongoing part of the data collection and data analysis processes, which in turn
directs the researcher to further samples. As suggested by Strauss and Corbin (1998), the initial
data gathering were followed immediately by an analytic session in which the researcher examined
the data. The interviews or observations were also followed by the analysis as quickly as possible.
The participants were encouraged to elaborate on themes that they felt integral to their expectations
and actual experiences. To allow sufficient space for other potentially relevant concepts to emerge,

it was better not to structure observations, interview, or document too strictly. The interrelated

process 1n theoretical sampling is shown in Figure 3.8.
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Figure 3.8 The interrelated processes of data collection, data ordering, and data analysis in
the grounded theory

Data —
——— Analysis ﬂ
i Emergence
t of Theory
Data ﬂ
Ordering
Theoretical v
i Saturation ———— es
Data
Collection u u

i
Theoretical Reach
Sampling = Closure

Adopted from Pandit (1999)

In this stage, some concepts the researcher used in the field proved to be irrelevant, and therefore
were discarded, modified, or replaced by those that arose during the research. According to Flick
(1998), the feature and extension of basic population are not known in advance and the repeated
drawing of sampling elements with criteria would define again in each step. Hence, the sample size

should not be pre-defined and the sampling will be finished when theoretical saturation has been

reached.

(b) Reflective Coding Matrix

The technique applied to this coding process is reflective coding matrix adapted from Miles and
Huberman (1994), McCaslin (1993) and Scott (2004). It is a mcthod of discoverning the patterns

contextualized in a central phenomenon and the relationships among categories.

Scott (2004) suggests the conditional relationship guide (Table 3.8) for developing categories by

reflective coding matrix, which starts the process by asking relational questions (Table 3.7) about the

category:

Table 3.7 Rational questions used for coding

Wl e o
W Go (o g e
Vs dos (5 o)
Py 600 e ey ccar

How does (the category) occur? (Using ‘by..." helps from the answer.)
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Table 3.8 lllustration of conditional relationship guide

A__ v v v 1 - 00
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These answers led the researcher to a ‘story line’ of emergent theory. It is graphically depicted 1n a
reflective coding matrix (Table 3.9).
Table 3.9 lllustration of reflective coding matrix

Reflective Coding Matrix

Name

Process
Modes for
Understanding

the
Consequences

According to Scott (2004), the conditional relationship guide provided the researcher with an
understanding of relationships among categories necessary to complete the second tool, the reflective |

coding matrix. The conditional relationship guide contextualized the central phenomenon and related

the structure with the process by answering the investigative questions. In the grounded theory
approach, the reflective coding matrix helped capture the higher level of abstraction necessary to
move to the final phase of the grounded theory analysis, interpretation of theory in a story line and a |

graphic representation of the story line, a causal relationship matrix as illustrated in Figure 3.9.

Figure 3.9 lllustration of causal relationship matrix used in theorizing the core categories

Phenomenon — Core Catepo

_

Contcxt Casual Conditions (why) | Actions/  Intcractions
what/ when/ where Casual/ Intervening ow

What participants say/ | (Propertics (Propcrtics (Propcrtics and | VISITOR HERITAGE
act’ Dimcnsion) Dimcnsions)

INTERACTIVE
EXPERIENCE

Dimensions)

INTERACTIVE CATEGORIES
EXPERIENCE
PROCESS

CATEGORIES

COMPONENTS
EXPERIENCE

EXPERIENTIAL
ASPECTS -

EXPERIENCE
NTERVENNG | CONSUMPTION
FACTORS PRACTIC

EVALUATION OF

EXPERIENCE
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(c) Categorized by using the paradigm model (condition relationship guide)

Figure 3.10 The Paradigm model used in selective coding
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The elements of the paradigm model consist of the followings.

e (Casual conditions are events or incidents that lead to an occurrence or development of a

phenomenon. A phenomenon is a central idea, event, and happening which a set of actions/
interactions 1s directed to which the sct is related. It is identified by asking the question: What

1S the data referring to? What are the actions/ interactions all about?

e Context refers to the specific set of properties that pertain to a phenomenor/ the particular set

of conditions within which the action/ interaction strategies are taken.

e Intervening conditions are structural conditions bearing on action/interaction strategies that
pertain to a phenomenon. These conditions act to either facilitate or constraint the

action/interaction strategies taken in a specific context. Action/interaction strategies represent *

strategies devised to manage, handle, carry out, and respond to a phenomenon under a specific 3
set of perceived conditions. Grounded theory is an action/interaction oriented method of theory
building (Strauss and Corbin, 1990:104). Consequences stand for outcome or results of action

and interaction. What are consequences of action/interaction at one point in time may become

part of the conditions in another.
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3. Construction of Theoretical Framework of Visitor Experience of Heritage

At the selective coding stage, several categories emerged. However, by using the conditional
relationship guide one of them became a core category whilst the rest have interrelationships that
explain the phenomenon of the visitor experience at heritage sites. The ‘heritage interactive

experience’ emerged as the core category, as shown in Figure 3.11, which depicts the core category

and the categories that emerged from the analysis.

Figure 3.11 Core category and categories developed in selective coding

External

Component of
Environment

Experience

Evaluation of Herit ag'e | Experiential
Experience Interactive Aspect
Experience

Experience
Consumption
Practice

The Proposed Model — Emerging Theory from the Grounded Theory Approach

The challenge of theory building through selective building is to interpret the data to develop an
understanding of concept meanings, to juxtapose them against each other, and consequently to
identify the relationships and interactions between them (Galal 2001). Interactions among
categories are rendered by means of ‘scenarios’ that describe how they occur at various levels and
how they influence each other. In this study, the paradigm model as shown in Figure 3.9 was used.
The potential for the integration of categories lay in the exploration of action/interaction

dimensions and mecanings, and as a consequence of this approach it was possible to establish the

themes and patterns of visitors’ interactive experience shown in Figure 3.12.
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Figure 3.12 The development of proposed model by the grounded theory approach
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The patterns identified described how the visitors experienced and interacted with the heritage sites |

and how they developed the integrative aspects of the categories identified in Figure 3.11. The
analysis reveals the theoretical framework of the visitors’ heritage interactive experience consisting of
the interplay between the components of experience and the external environment as ‘structures’ or
conditions. In this sense, the proposed model became the substantive theory grounded from the

analysis process. Consequently, it explains how the visitors interacted with heritage sites and seeks to

answer the research questions identified at the outset.

3.4.5 Literature Comparison

The final stage 1s to compare the emerging theory with the existing literature and examine what is

similar, what is different, and why. Eisenhardt (1989: 545) states:

Overall, tying the emergent theory to existing literature enhances the internal validity,
generalisability, and theoretical level of the theory building from case study research ...

because the findings often rest on a very limited number of case.

It 1s noted that the approach of reading literatures first with the objective of identifying gaps and

relevant theories is opposite to the role that the literature has in the grounded theory as Glaser

specifies this regard:
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“Grounded theory’s very strong dicta are a) do not do the literature review in the
substantive area and related areas where the research is done, and b) when the grounded
theory is nearly completed during the sorting and writing up, then the literature search in

the substantive area can be accomplished and woven into the theory as more data for

constant comparison.” (Glaser 1998: 67)

The purpose of this approach is to keep the researcher as free as possible of influences that could

restrict the independence required for an emerging theory, not to neglect extant and relevant

theories and knowledge.

There are two 1mportant roles of literature in the grounded theory approach: literature as emergent

and literature as data.

1. Literature as emergent

In an emergent or inductive study the researcher can begin collecting data as soon as she/he has a
research situation. They can then access literature as it becomes relevant. Glaser (1994) states that
making much of the prior background reading provides sense making of data. It is recommended to

read widely while avoiding the literature most closely to the study’s interest, which can otherwise

constraint coding and memoing.

Whilst reviewing the literature after developing the theory makes sense to access literature as it
becomes relevant (Dick 2005). The researcher can also reach a wider sample, in effect, by refining
her findings in the light of the literature in slightly different but related fields. In short, a

progressive accessing and reading of relevant literature can become a part of data collection

procedure,

2. Literature as data

While a constant comparison remains as the core process, reading is to compare literature to the
emerging theory in the same way that the researcher compares data to the emerging theory. At this
phase, the researcher seeks to extend the theory so that it makes sense of both the data from the
study and the literature. There is the concern throughout with its fit to the data and its ability to
make sense of actual experience. The key issue raised by Dick (2005) is how the researcher treats

apparent disagreement between the emerging theory and the literature. In short, the researcher does

not assume that the emergent theory is wrong.
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Therefore, roles of literature review in this phase are to validate the emergent theory and stimulate

theoretical sensitivity. The process will improve construct definitions, and internal and external

validity by establishing the domain to which the study’s findings can be generated.

Practically, the use of the grounded theory approach commits the researcher to a rigorous and

constant literature review process in two levels:

o the researcher must constantly read in other substantive areas to increase the theoretical

sensitivity, and

e conceptual emergence forces the researcher to review convergent and divergent literature on

the field related to the developing concept

The emerging theory, in this case, influences the literature review. Therefore, the extant literature 1s
incorporated to this study as data for theoretical comparison with the substantive theory. To avoid

the confusion, the literature review for this study is presented in Chapter 6 and the theoretical

comparison 1s fully discussed in Chapter 7.

3.5 ETHICAL CONSIDERATIONS

It was essential to consider the moral implication of social science research and the political
context that may have influenced its design, implementation and outcomes (Minichiello et al 1990).
The first major concern of this study was that participants were protected from physical and
psychological harm including loss of dignity, autonomy and self-esteem. Secondly, the subjects’

confidentiality and privacy are protected. Finally, the subjects are protected against unjustifiable

deception as suggested by Erlandson et al (1993).

Before the research took place, the participants gave their consent to participate. Confidentiality
and anonymity for people in this study and other information were ensured by the completion of an

informed consent from which covered research aspects including the aim of the research, the
storage of discussion information, a statement of complete confidentiality and anonymity, contact
details, any concerns arising through participation in this study, and constraints to involvement to

this survey. Moreover, the conversations and interviews were conducted with or without a recorder

depending on individuals’ preference.

An emotional nisk could be identified for people who were being observed. Although the visitors

were not told about the study because there was no conversation involved, the researcher did not
follow or observe any particular visitor. This ethical risk was minimised because the observation on

the visitors® experience was randomly conducted at particular points so that the researcher only
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recorded ways the visitors participated when they were engaged in the heritage experience by

‘whoever’ and ‘whatever happens’ without any prejudice. The information regarding data from

observations was used as a guide for in-depth interview and participant observation.

The study was possible because participants were willing to participate and provide information
about their experience at the sites. Interestingly, they were interested in sharing their opinion
regarding site management. The confidential profiles of the participants were not being rendered in
the study unless they are allowed. In doing ethnographic observations, the researcher was permitted
to work as a part of service staff; therefore, the observation was carried out naturally at the sites.
With the ethical consideration, the subjects were informed about the researcher’s status so that they

can make decision if they would be willing to allow the researcher in the tour process. People were

willing to participate in this survey because they recognised that something needed to be done with

the historical sites for an improvement of the qualities of the visitor experience.

3.6 CONCLUSION

This chapter described and explored the use of the grounded theory in researching the visitors’
experiences at heritage attractions. Underpinned by the interpretive paradigm, the grounded theory
approach provided an apparatus for inductive theory formulation. The approach draws on the

strengths of the interpretive paradigm in terms of the use of qualitative and unstructured data that

represents the subjective understanding of the participants.

The grounded theory approach is rooted in the interpretive social-science paradigm in which reality
is assumed to be socially constructed and this reality does not exist independently but is given
subjective meaning by actors in a social setting. The approach was applied to characteristics of
visitor behaviour consisting of the integration of acts, performances, processes, interaction between
people and tourism products (Gilmore and Carson 1996). Hence, there is a need to look at what
Belk et al (1989) calls ‘interpretive contexts’ of the consumption phenomenon. The focus of the

grounded theory approach is clearly on the visitor experience through a dialectical rationality that

aims to obtain an understanding of the consumption/experience process and its meaning.

As a shift from traditional tourism research, the study offers practical and useful guidance for
similar investigations of tourist experiences that seek the emergence of new knowledge in the
tourism consumption arena. The practical issues addressed in this study provides an
implementation guide for future research both in similar and other different fields where an insight,

understanding and new knowledge about phenomena is needed. The heuristic strategies of the

grounded theory can be modified over time by an individual grounded theorist (Glaser 1992;
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Strauss and Corbin 1998) to yield flexibility for practice. This study employed adapted methods of
data collection to fulfil the requirement for richness of data as well as an adapted data analysis
method to enable the broadening of the conceptual codes and categories. The approach enhanced

the opportunity for unexpected theoretical concepts to emerge and future tourism research may find

this approach useful for exploratory inductive research.

The study also identifies the challenges that need to be taken into account in attempts to increase
the quality of visitor experiences and their interaction with heritage sites. The result of this study
would provide implications for visitor management where the experience of visitors and the
sustainability of the sites are placed at the heart of the process. Issues identified were related to
enhancing the process of efficiency of product development in heritage destinations and improving
visitors’ enjoyment and satisfaction through effective visitor management and product development

strategies for not only archacological heritage sites but also other types of heritage and tourism

attractions.

A limitation of the approach is that it is very resource intensive throughout the whole process. In
addition, the quality of this type of research relies on the analyst’s skills and experience in the
analysis and interpretation of qualitative data. The pilot testing of data collection methods and
preliminary familiarisation with the research sites are critical to the development of the researcher’s
experience and skills in the practice of the methodology. The researcher has to be very open and
responsive to the data as it emerges, avoiding any temptation (conscious or sub-conscious) to

influence or shape issues, either through personal bias or in response to the preliminary stages of

data analysis. The evaluation of this research is fully discussed in chapter 7.
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CHAPTER 4

THE VISITOR HERITAGE EXPERIENCE MODEL

4.1 INTRODUCTION

The aim of this chapter is to conceptualise the model of visitor heritage experience and to explain
its framework grounded from visitors’ perspectives. This chapter describes the proposed model
including the “visitor heritage experience model”, and the components of experience. This model
portrays the construction of experience by the moment they interact with the heritage. The
components of experience are factors constructing the experience process. The model reveals

dynamic nature and complexity of the heritage interactive experience process, of which the heritage

experience is an outcome.

This chapter is structured under two headings: the visitor heritage experience model and the
interactive experience process (section 4.2) and components of experience as the factors
constructing the process (section 4.3). It is a part of an emerging substantive theory that clearly
responds to the research question one. The discussion of the research finding in this chapter is also

presented to provide an introduction and a background for the explanations of the findings on

visitor interactive experience presented in Chapter S.

4.2 VISITOR HERITAGE EXPERIENCE MODEL

This section discusses the overview of the proposed model and the construction process of heritage

experience. The grounded framework of visitor heritage experience is presented in Figure 4.1 as
‘Visitor Heritage Experience Model’.
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The tourism consumption process consists of three main parts: the pre-consumption experience
(decision-making phase), the consumption experience (on-site experience phase), and post-
consumption experience (post-visit phase). The main theme of this study is the consumption

experience located in the second part of the Visitor Heritage Experience Model: On-site experience.
This study found that the heritage experience was an outcome of the dynamic and complex
interactive experience of heritage. The model also represented a relationship among multiple
propositions that provided a framework of visitor heritage experience. The propositions consist of

two main elements: factors constructing experience (components of experience and external

environment) and the visitor interactive experience process.

4.2.1 The Visitor Interactive Experience Process

One of the key picces of this study is to understand the meaning that individuals made for their
heritage experiences. The interactive experience of heritage emerged as a consequence of this
process. The study conceptualised visitor heritage experience as a process of interaction between
individual visitors and heritage objects. The significant theme emerging from the integrated data

was proposed as visitor interactive experience process. It is a three-phase process: early stage of

interaction, step of experience pursuit and late stage of interaction or the recollection phase (Figure
4.1).

At the first phase of the interactive experience process, individual visitors developed various
experiential aspects that indicated ‘‘what the experience is for’ Indeed, experience consumption
practice was grounded from a certain experiential aspect constructed by a visitor when he or she
interacted with the heritage and defined what he/she wanted to achieve. The definition of goals

simultaneously or separately emphasised six main experiential forces or experiential aspects
(descnbed in 5.2).

At the second phase, the visitors were engaged in the experience consumption practices led by
experiential aspects. The visitors individually organised and interpreted the components of
experience (personal factors) in a coherent way in order to pursue a meaningful heritage experience.

The findings of this study identified a typology of heritage experience through multiple patterns of

interaction as well as the process that characterises them. This concept presented an analysis of the
practices or activities that individual visitors undertook while they interacted with cultural hentage
sites or attractions which is comprehensively discussed in Chapter 5 (Section 5.3). Similar to the
experiential aspects, the experience consumption practices were not mutually exclusive for an

individual. A visitor may consume heritage experience by various experience consumption
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practices. Hence, the study suggested the multiplicity of heritage experience and description was

treated as categories of consumption experience rather than the tourist typology.

At the third phase, the experience recollection, the visitors evaluated their consumption experience
by determining the criteria of enjoyment and distraction while they were engaged in heritage
experience consumption. The continuing process also determined strategies the visitors used to
manage the results of evaluation. This process identified that experience consumption practice
could be influenced not only by the components of experience and the intervening or
environmental factors. The visitors who initially subscribed to a certain experience consumption
practice might end up trading it off for another practice in order to obtain a preferable experiential
result in arriving at the beginning of interactive experience process. This depended on specific
conditions at the moment individuals being engaged in an interactive experience and those

conditions reflected that the visitors were faced with a series of preferable or un-preferable options.

This framework explored and described a variety of ways in which the visitors used to consume
heritage experience in order to understand how these differences varied across situations and to

explain the conditions that structured how individuals consumed and the unintended consequences

of experience consumption patterning.

4.2.2 Factors Constructing Visitor Heritage Experience

This section describes the factors constructing visitor heritage experience and the visitor interactive
experience process. The model reveals complexity of visitor experience. It represents a
phenomenon specifying the elements and nature of the heritage experience consumed by visitors
with which the components of experience compose and link into the visitor interactive experience
process whereas a set of external environment acts as intervening factors influencing the

experience construction. Indeed, the interrelation of these elements is unique to every individual.

There are ten critical interrelated components clustered into two main contexts: components of

experience or personal context and external environment or physical / environmental context. The

content of Table 4.1 responds to the components of experience and external environment in the

visitor heritage experience model.
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Table 4.1 The concepts related to visitor experience at heritage site

Components of Experience (personal context)
1. Perceived value of heritage

Stimuli

Visitor Involvement

Acquisition of knowledge

Matter of choice

Perceptions of authenticity

Behavioural norms

Conservation moral

ONOOAWON

External Environment (physical/environmental context)
9. The setting and cultural value
10. Site management

11. Environmental conditions

In this study, the properties and the dimensional ranges of each component were identified to have
a relationship that helped to explain the interactive experience of the visitors. Visitors constructed
the experiential aspects at the first stage by making meaning about what their heritage experience
aimed for. An experiential aspect directed a pattern of heritage experience consumption. However,

the interactive experience process could be moderated by external environment, called intervening

factors in the model.

4.3 COMPONENTS OF EXPERIENCE

This section explains attributes involving the construction of visitor heritage experience engaged by
individual visitors, namely components of experience. It includes personal factors or a set of
circumstances that visitors brought into their consumption of heritage experience. The components
of experience consist of perceived value of heritage, stimuli, visitor involvement, and acquisition of
knowledge, matter of choice, perception of authenticity, behavioural norms, and conservation
moral. External environment was a set of intervening conditions either favourable or unfavourable
to the visitor experience. These factors included the setting and cultural value of the site (i.e., site
ambience and atmosphere and local culture and culture associated with the site), site management
(1.e., traffic, information and the ticketing system), and environmental condition (i.e., climate and
weather) (discussed in Chapter 5). Each context was part of an integrated heritage experience

which was unique to individual visitors. It was the presence of these factors influencing what and

how visitor experienced the heritage.

The visitor interactive experience process is characterized by complexity and diversity in respect of

following components of experience, which was mainly discussed in the following section.
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4.3.1 Perceived Value of Heritage

Chapter 4: The Visitor Heritage Experience Model

Perceived value of heritage indicates perception and perspective of individual visitors towards a

heritage attraction and object they are interacting with. The visitors view the heritage and provide

their own meaning to it. The value of heritage assigned by a visitor iss a source of identification

and affiliation that leads to the aspect of experience. The perceived value of heritage is one of the

most important components that construct visitor heritage experience. They manifest themselves in

remarks about tangible and substantial aspect of attractions as well as intangible social context with

personal signifiers of these values associated with heritage experience. Although the heritage sites

are generally defined as ‘cultural heritage’, the visitors perceive the value in various ways which

can be conceptualised into five main concepts with various dimensional ranges (Table 4.2).

Table 4.2 The perceived value of heritage and its dimensional range and properties

The Perceived Value of
Heritage
Cultural Value

Symbolic Sentiment

Religious Value

Historic Sentiment

Heritage Attributes

1. Cultural Value

Dimensions and Properties

Cultural treasure — a place where Thai culture rooted, a place to
experience and learn culture

Cultural lcon — an iconic place to get a glimpse of Thai culture

The setting of scene — movie/literature trails

A place to be - atmospheric setting

Exotic Ruins - identity of others, something new to life
Ancient Ruins - the symbol of the age value

Sacred site — spintual centre where superstition, faith and

admiration visitors’ existence/ a place for religious practice from
the past to present

Religious symbol - representative of Buddhism

Remain of Glory - historic remembrance of glory, peace, love
and war

Ideological Value - historical significance/a place of national
pride or indicate the identity of self

Historic Scenery — mysterious sense of place emerging at the
sighl/scenic historical park

Awe-inspiration — extraordinary feature of heritage site
Tourist Attraction — an ordinary tourism attraction

Visitors interact with the given value of heritage. Heritage ruins impart a place related to cultures

and traditions. The cultural value represents an intangible value of heritage. It is associated with

two dimensions: cultural treasure and cultural icon.

Cultural treasure indicates the heritage value by which visitors perceive the site as a place where

That culture is rooted and a place to have a real experience of the Thai culture. Indeed, the heritage

represents high cultural status to visitors as quoted:
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“Images of the Lord Buddha sculptures during the Sukhothai era are some of Thailand’s

greatest cultural treasures; perhaps the greatest achievement of Ramkamhang's rule, the

most important strides crafting the modern Thai nation.”™

and

“This is it....it’s Thailand and her great culture. If you want to experience the Thai

culture...you will experience it here.”

The heritage is also perceived as a place to learn about Thai culture, art, and tradition as often

quoted by visitors ‘the heritage is a remaining of Thai art of Thailand in the past’. This perceived

value usually influence the visitors to develop the quest for cultural assimilation.

Cultural icon indicates the value by which visitors perceive the site as an iconic place to get a
glimpse of Thai and Southeast Asian cultures. The heritage is seen as representative of the country
or the region as quoted; “this is an image of Thailand” or “this is what it is like in Thailand".
Because of the recognition and reputation of the heritage sites, they become ‘a must see place’ to

visitors as they are registered as world heritage sites as often quoted.

“The giant, beautifully preserved Buddha is the iconic face of Sukhothai. Some 15 metres
tall, the Buddha is known as Phra Achana — One who is not frightened!

and

“This is the main reason why tourists visit Sukhothai. The park has been designated by
UNESCO as a world heritage site.”

The cultural icon usually derives the quest for cultural observation.

2. Symbolic Sentiment

The symbolic sentiment represents a thought or an attitude based on both feelings and rationales.
Thai heritage incarnates the scene of a long lost cra, a place to be for a pleasant time, an identity of
the ancestors and a symbol of the age. It is associated with four sub meanings: the setting of scenes,
a place to be, exotic ruins, and ancient ruins.

The setting of scenes represents the meaning of the heritage as a place appearcd on scenes of
movies, literature, and writers’ trails. It determines the moment visitors interact with the real scenes.

Indeed, the heritage offers romantic notion prevalent in the Thai history and the long lost time.
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“It was a place of my dream. I have read the book for many years...the monument...the

moats and the temples. A great story happened there.

The site 1incarnates the dream of the long lost town because the place is full of history and stories

and 1t 1s brought back by motion images and historic literatures. The quest for historic trails usually

derives from this perceived value.

A place to be indicates the value of heritage by which visitors perceive it as a place to spend leisure

times or a place to get away and be on their own. This perceived value is associated with

atmospheric environment of the heritage attractions.

“It’s a nice place to get away...There are numerous other sites round the city...some of

them to my mind more interesting than the central ruins, and the city is surprisingly

specious and green. It’s easily worth spending sometimes there.”

and

“The Buddha is enclosed in a high wall and can be seen through a large narrow doorway.

It was quiet, cool, and peaceful... It’s a place that I can bring with me my favourite book

and read it away.”

Visitors interact with the site’s calmness, pureness and peaceful atmosphere. It could be a place

where the visitors can do things they do in everyday life. These attributes are seen as opposites to

congestion, crowds and pollution. The heritage site offers a perfect contrast for visitors’ suffering
from temporal and spatial constraints in the hectic world they face. A heritage site, hence, is a place

for soothing and restoring both physical and mental well-being. This perceived value usually

derives the quest pleasure.

Exotic ruins represent the heritage value by which visitors perceive it as an identity of others. The
heritage 1s a place which visitors find different from their daily experience. The visitors see the

exotic attributes of Thai heritage in contrast with what they see in everyday life. The heritage is

perceived as something strange which amazes the visitors as quoted.

“All these monuments are strange and new to me.”

and
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“It’s really different from what we have in England...different styles and atmosphere with
the big...huge statute and beautiful temples... We have lots of old castle and churches but
it’s just different style. I want to see something like Buddhist temples...Good to see this
once in a life time.”
This perceived value is normally associated with the features of the heritage attractions and their
representation to different architectures and arts and offers something new to a visitor’s life. The
heritage is also valued as a unique place for experience once in a lifetime as it offers an opportunity

for a discovery of the ‘the other side of the hill’. An aspect for exploration and new knowledge

usually derives from this perceived value.

Ancient ruins represent the value by which the visitors perceive the heritage for its heritage
attributes related to the old age and the existence in an ancient time. The valuable ancient ruins are

perceived for ‘being old’. This perceived value is associated with the age-value of the heritage as

quoted.

“Of course, the only reason I can think of to visit Sukhothai is the ancient ruins what they

call old city... Ruins here really are ruins. The former splendour is not easy to recognise,

though the new red stone has their charm”.

and

“Here you will find the splendid ruins of royal palaces, Buddhist temples, the old city gates,

walls, moats, dams, ditches, ponds, canals, and the remains of the kingdom's impressive

irrigation system,”

Age and ruined condition of the ruins provide an element of value to visitors when they interact

with the place. The quest for sense of place usually derives from this perceived value.

3. Religious Value

The religious value represents a notion spirituality, sacredness and symbolism related to Buddhism

of heritage, both in the past and present. There are two main dimensions conceptualised to the

religious value: sacred site and religious symbol.

Sacred Site represents the spirituality and sacredness of the heritage from the past to present. It 1s a
religious sanctuary and the place that visitors believe in the superstition. This perceived value 1s

related to visitors’ faith, strong beliefs and admiration towards the heritage as often quoted:
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“This is the most sacred and spiritual Buddha statue in Thailand. There are some spirits

around here.”

and

“OThe ruins of royal palace, walls, moats, dams, ditch, ponds, canals and dyke...you

see...the town was the magical spiritual centre of kingdom in the past...until today.”

The perception of superstition is also involved in this concept, based on a belief that there have
been sacred spirits residing around the place time after time as mentioned, ‘temple of the great
relics”. The place used to be a sacred and religious sanctuary and its religious significance still

exists today. This perceived value usually derives the quest for a sacred journey and religious

activities.

The heritage is perceived as a place for religious activities from the past to present. This sacred
value also relates to the heritage’s legend and mythology. These legendary myths (i.e., the speaking
Buddha; the stone Khmer) have been passed from generation to generation. There are some
superstittous beliefs and legends about religious monuments and Buddha images which the local

people believe to be true. To visitors, historic ruins still hold up their legends and myth to date.

Most importantly, the heritage holds its religious significance for visitors.

Religious Symbol represents the heritage value that relates to the features of the heritage for the

Buddhist philosophies and practices as quoted:

The religious symbolism of Thai heritage remains valid today. The pilgrim’s route to the

historic monument is still followed by pilgrims Buddhists from all over the country and

elsewhere.”

and

“The lotus bud-shaped spires tell us why the Buddhists use lotus flowers for their religious
activities. The Chedi is a symbol of Buddhism in Thailand. "

This conceptual value is based on the heritage’s symbolic significance. It also serves as a place

where visitors can get a glimpse of Buddhism.
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4. Historic Sentiment

This perceived value confronts inter-cultural, romantic notion of the Thai heritage and it is derived
from nostalgia towards the past splendour. The historic sentiment is based on a difference between

contemporary and bygone glory. The idealised connotations of the heritage sentiment include

remains of glory and 1deological value.

Remains of glory represent an important element of the Thai cultural heritage. The element 1s
related to its history (i.e. the sack by the Burmese, the victory over enemies) and the historical

significances (i.e. being the prosperous ancient capital and the settlement of the Thais) as quoted.

“This place was really amazing. It was the capital of Siam for several hundred years, and
the Burmese attacked and successfully ransacked the city. Many were killed, others
tortured. Many of the Buddha images were destroyed, all of them were damaged. The
destruction was quite amazing... but it also was rather amazing to think that the people of
Siam suffered such great losses, yet managed to regroup, build a new capital, and succeed
as a nation. This place is remains of glory where Buddha holds his head up. Old Siam's

glorious past lives on the ruins. More than just an outdoor museum — Ayutthaya is a

meander through time.”

and

“Modern Ayutthaya is just an "ordinary"” Thai town..... HOWEVER ... you breathe the air
of a glorious past where ever you look. There is hardly a view without one of the ruins of
the many old temples that originate from the time when the name Ayutthaya stood for a
kingdom that was one of the most splendid ones of its time, not only in Asia, but
worldwide... Ayutthaya was the Siamese capital for more than 400 years. The ‘Golden City’
had 3 palaces, 29 fortresses and more than 350 pagodas and temples. There was a big wall
with 94 gates, which could not hold back a Burmese army, though... Even today you can
imagine the former glory of Ayutthaya. Most ruins of the temples can still be seen and they

are to be found all over the place, giving the town a very special touch and a predominant

colour: terracotta.”’

The sight of the heritage reminds the visitors of a glorious story of place. A timeless value,

communicated through romantic image of the ruins. The heritage provides a historic remembrance

of glory, peace, love and war.
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This impression has often been evoked prior to departure by tangible cues depicted in visual
images. Heritage, hence, offers a virtual journey back into the glorious past, associated with

fantasies of experiencing the place where time stopped, leaving value of its heyday intact.

Ideological Value represents the heritage value perceived as a place of the national pride by
visitors. Visitors across nationalities possessed a particular mentality of ‘Thai-ness’. It 1s often
derived from a notion of its status in the past (the ancient capital of Thailand). This status is still
perceived as it was nowadays. The value of place as an ancient capital at which the Thai nation

(today) has emerged is very important to people since the heritage has fostered national unity as

quoted.

“Sukhothai represents the first attempt of gathering the Thai people into unified statute. In
addition, the style of art and architecture with Sukhothai pioneered-styles that continue to

be influential to this day — the ancient capital is seen as the first step towards modern Thai

nationhood.”

and

‘the central plains stretching northward from Bangkok are historic heartland of Thai

people. The impressive ruined city of Ayutthaya stands as a fascinating link with

Thailand’s past’.

The heritage 1s remarkable and the ideological significant attraction represents the national pnde.

Further, the heritage become visitors’ ‘must see’ place as often mentioned “this place is really tops

to spend a day at”’.

5. Heritage Attributes

Visitors specify the value of heritage by adding a personal interpretation through the interaction
with its tangible features and personal signification. This perceived value consists of three main

concepts: historic scenery, awe-inspiration and tourist attractions.

Historic Scenery represents the heritage value perceived for its historic features. It involves the site

atmosphere that provides a ‘historic sense of place’. The value is also irrelevant with the Buddhism,

belief and myth. It is just ‘the look’ of ruins in heritage environment (mysterious and historic) as

quoted.
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“Sukhothai is famous for one main thing, the collection of impressive ruins in Old
Sukhothai Historical Park. The images of Lord Buddha impart a sense of peace and
tranquillity to the modern day visitors. The site at Sukhothai is a stylish park, where you
can explore the ruins by cycling from one monument to the other. The statues and temples

are much better preserved ...though several centuries older... than the ones in Ayutthaya,

or is that just my imagination? ”

and

“The ruins were beautiful and the setting they were in made the day great...An idyllic park
with ancient ruins that remind you of Greek or Roman ruins. I visit Ayutthaya after seeing
only a small photograph in a guidebook. I want to get a feel of old Siam and was not in any

way disappointed. Sure the splendour is gone, but this sprawling complex was most

certainly real deal.”

The hentage value is perceived by using cues from tangible features of which the historic
significance is regardless. Visitors perceive the heritage site as a ‘historical park’ of which ruins are

seen as ‘collection of artwork’ or as a beautiful park containing beautiful ruins. The perceived

value usually leads to the quest for sense of place.

Awe-inspiration represents the heritage value by which visitors perceived for its extraordinary

features such as 1ts size and beauty. This value is also a response of the sight that amazes and thrills

the visitors at the moment they interact with the heritage.

“This is the sight that should not be missed...it is awe-inspiring. This is the most incredible

sight in Thailand. 1t’s incredible...I'm thrilled...” (A sculptured Buddha head within a tree
trunk)

and

“Impressive huge sitting Buddha image...just WOW...The ruins at Sukhothai were
stunning...I rode a bicycle for a while and then I went to the temple...the one on the
outskirt. I like it a lot. It was AMAZING! The ruins are very impressive because the size of
the Buddha image. Just to think people had craved that 1000 years or 7-800 years ago...I
don’t know..just to think that they had that ability to make something like that. It is

amazing I think. It was very impressive.”
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The awe-inspiration often influences visitors to develop the quest for pleasure experience.

Tourist Attraction represents the heritage value by which visitors perceived for its functional

attribute — a place for tourism. Indeed, the heritage contains the ordinary tourist attraction function

and features. It is the place for visitors to participate in recreation activities as quoted.

“The park is just nice. It’s a photographer’s wet dream!”

and

“This is a really nice tourist attraction.”

The henitage (the historical parks, heritage objects) is seen as ‘a nice park’. This perceived value of

heritage 1s 1rrelevant with the historical, religious and cultural significances. It usually leads to the

quest for pleasure experience.

4.3.2 Stimuli

Stimul are related to different types of factors influencing the intensity of the visitors’ involvement

and interaction with the heritage. Stimuli can be classified as interpreted and un-interpreted ones.

Interpreted Stimuli

The mnterpreted stimuli involve factors that individual visitors could recognise and interpret when
they give a value to the heritage. There could be existing knowledge and acquired knowledge about
the heritage. The interpreted stimuli also involve the learning experience about the heritage prior to

the visit. These factors stimulate a high level of self-involvement. Interpreted stimuli drive the

visitor’s immersion and engagement in the heritage and its surrounding. It influences the various

aspects of experience.

Un-interpreted Stimuli

The un-interpreted stimuli are related to a driving force that the visitors have not recognised before
they interact with the heritage. This factor is related to the response of a sight of heritage or the

feeling appearing at a moment they are engaged in the heritage experience. The un-interpreted
stimuli makes the heritage experience become serendipity since they are involved in the interactive

process when the visitors have no or less expectation about the heritage experience as quoted.

“Sukhothai was a pleasant surprise”, a visitor said at the first sight of the historical town.
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and

“This is the sight that should not be missed. This is an awe-inspiring.”, when a visitor

stood 1n front of a complex of temple ruins.

This type of stimuli leads the visitors to engage in an emotional interaction with the hentage. These

stimuli usually drive an inspiration that blows visitors’ mind or imagination of an unreal event.

4.3.3 Visitor Involvement

A precise explanation of the interactive experience process can be given by the concept of
involvement. It defines a relationship between individuals and heritage attractions. The visitor

involvement consists of two main concepts: intra-personal involvement and inter-personal

involvement.

1. Intra-personal Involvement

The intra-personal involvement represents the relationship of the individuals with the hentage

experience engaged. In this study, it is generally classified into three levels: enduring engagement,

low involvement and withdrawal.

The enduring involvement represents the high level of interaction influenced by interpreted stimuli
such as faith, belief, and acquired knowledge about the site. It also involves personal background
(1.e., special interest, daily routine, hobbies) or own identity which visitors bring when they interact
with the heritage. For instance, visitors whose hobby is painting and reading bring along painting
equipment and their favourite books when visiting the site. These enduring involvements facilitate
an interaction with a more specific aspect for a heritage experience. This kind of involvement
makes visitors create a strong connection with particular heritage attractions or objects in order to
learn about what they are interacting with. With an enduring involvement, the visitors also seek to
acquire good knowledge related to the significance of heritage. They are involved with a
conservation ethic and a sense of belonging. Restoration and maintenance issues are among their
major concerns. The heritage is believed to belong to everyone. The involvement has a link to

behavioural norms in that visitors with a high involvement will be well aware of the ‘dos’ and

‘don’ts’ when they are engaged in heritage experience.

With low self-involvement, the visitors may not seek to extend own identity to the heritage

experience. They may have limited knowledge or little interest in the heritage. They are unfamiliar
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with 1t and more concerned with novelty, entertainment and a present surprise. New knowledge that

affords the truth finding is preferable. Indeed, the interpreted stimuli facilitated by the acquisition

of knowledge could stimulate a higher level of involvement.

The ‘withdrawal is related to visitors’ physical or emotional seclusion from the interaction. It is
relates to the lack of motivation for the visit and disability to achieve satisfactory experience
consumption. Withdrawal 1s often caused by the forced visitation or boredom. The evidence shows
what the visitors often express ‘see one, see them all’. Moreover, the visitors may confront the
boredom when they complete interacting with a series of heritage attractions as often quoted ‘not

another ruins’ or ‘I have seen enough of such ruins’. The withdrawal usually drives an activity of

killing time, secluding self and missed behaviour.

2. Inter-personal involvement

The inter-personal involvement is related to visitor’s inter-subjective act that consists of social-
oriented involvements. Social-oriented involvement is a social interaction between the visitors and
other individuals or communal contact. The visitors immerse or engage themselves in a peer group.
They also interact with other visitors they meet during the heritage visit. They interact with other
individuals for the sake of entertainment or withdraw themselves from interacting with the hentage.
The involvement with others could be for the search of information which can be both active by
asking questions or opening up to all sources of information and passive when the visitors only take
what they are provided by the demonstrators or tour guides. It can also be an interpersonal

acquisition of knowledge by participating in discussion and sharing knowledge.

4.3.4 Acquisition of Knowledge

This component represents the practice visitors use to gain information about the heritage in order

to facilitate the heritage experience. It consists of two related elements: content and level of enquiry
(Figure 4.3).

34



J. Daengbuppha Chapter 4: The Visitor Heritage Experience Model

Figure 4.2 Framework of the acquisition of knowledge

Enquiry
Content of Enquiry Level of Enquiry
’ I—;_|

Acquired
Knowledge Fact/ Fiction Glimpse/
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Congruence of Analytical

existing

knowledge
1. Content of Enquiry

The content of enquiry refers to the elements of knowledge contained in the enquiry. There are two

dimensions of content of enquiry emerged.

Acquired knowledge is the new information which visitors acquire when they interact with the
heritage. Information could be provided by the site, the demonstrators, guide books or other visitors.
The acquired knowledge can be both in contextual and non-contextual forms. Contextual enquiries
serve both cognitive and emotional interactions. They may be organised with the physical setting
such as facts and figures, and socio-cultural factors (i.e., history, ways of life, religion and rite).

Non-contextual enquiries include knowledge told by others, which can be both fact and fiction.

Congruence of existing knowledge is the knowledge that is related to what visitors have already
known about the heritage. The existing knowledge usually becomes interpreted stimult for the
visitors. Hence, the knowledge they acquire is related to their particular or special interests. This
type of knowledge is also related to the previous experience of the visitors as they repeat the
heritage visit. The visitors acquire this type of knowledge to sharpen and deepen an understanding
about the objects of which they consume experience. The visitors pre-conceptualise information
with background knowledge to orientate themselves for heritage experience consumption. This pre-
conceptualised knowledge could be provided by the demonstration, documentary, orientation and
sclf-education. Therefore, the acquisition of knowledge is direct when the visitors know what they

want to learn from the heritage visit. However, the visitors may also take whatever enquiry given

when the information is not a major concern for the heritage experience.
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2. Level of Enquiry

There are several levels of enquiry which visitors acquire ranging from fact/fiction, to glimpse,

detailed and analytical dimensions.

Fact/Fiction

Fact or factual enquiry is related to what visitors quote ‘visual information’ about heritage such as

age and figure of ruin features. The following statements illustrate examples of factual information

which the visitors acquire.

A sanctuary lies to the west behind the Royal Palace compound. It is Sukhothai’s largest
Wat and a customary main chedi, in lotus-bud shape, and a ruined viharn. At the base of
the Chedi stand Buddhist disciples in adoration, and on the pedestal seated Buddha images.
In front of this reliquary is large viharn formerly containing a remarkable seated bronze

Buddha image of Sukhothai style, which was cast and installed by King Lithai of Sukhothai
in 1362.

and

Wat Phra Si Ratanamahathat is located to the southeast of Si Satchanalai. It was founded
before the Sukhothai era. The main shrine, an imposing Prang type monument probably

dates from Ayutthaya period, but it was built over another pre-Sukhothai stupa or Chedi. It
was probably built during the reign of King Javavarman VII (1181-1217).

The fiction is related to fantasy and mythology of heritage such as historic legends, tales or
legendary literature, folklore tales, and historical epics of the heritage sites, 1.e., so-called folklore
and legendary narratives include Legend of the Speaking Buddha at Wat Sri Chum, Legend of

Suriyothai (of Auyutthaya), Legend of Phra Ruaong (Sukhothai and Sri Satchanalai), and Lilit
Taleng Pai (Legend of Victory of the king of Sri Satchanalai).

Glimpse/ Detailed/ Analytical

Enquiries range from basic level or precise information, detailed information to analytical

knowledge such as research or study on history.
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‘Glimpse’ often quoted by visitors ‘having a glimpse of the history’ represents a basic level of

knowledge that the visitors acquire. It includes what is called ‘visible information’ such as what or
how old it 1s and when it was built which could be visually seen. The following statements

1llustrate basic information of Phra Nakhon Si Ayutthaya Historical Park and Wat Logayasutha, a

ruined temple in the park for a glimpse of Thai heritage used by the visitors.

Pra Nakhon Si Ayutthaya or Ayutthaya is an ancient city, founded by King U-Thong or
Ramathibodi I in 1350. It was the capital city of Thailand for 417 years during the reign of
33 kings covering five dynasties (excluding Khun Worawongsa). Ayutthaya is situated
about 76 kilomatres north of Bangkok. Since 1977, UNESCO'’s World Heritage Committee
has recognised Phra Nakhon Si Ayutthaya Historical Park, which occupies a part of
central Ayutthaya as a World Heritage Site until its official listing in December 13, 1991 at

Carthage, Tunisia.

and

Wat Logayasutha is situated near the Phra Sri Suriyothai pagoda about slightly more than
one kilometre heading toward the rear side. The temple is next to Worchetaram temple in
the west of the city. If travelling by cars, the road inside the liquor plant compound will
lead to the temple, including the back road of Plubpratreemook in the ancient palace
compound — passing through Po and Worachetaram temples, leading to the temple’s large
recline Buddha statue made of brick and covered with plaster, approximately 29 metres

long. There are remains of Phra Viharn hexagon pillars next to the Buddha statue,

probably remnants of Phra Ubosot (the main chapel).

Detailled enquiry represents the same content of enquiry but in a greater text and amount of

information than that of glimpse usually taken from texts and used for learning aspects.

Sukhothai was Thailand’s first capital, after several Thai principalities in the Mekhong
valley united in the 13" century. They took Haripunchchai (presently Lamphun) from the
Mons and the lower north from the Khmers to form Lanna Thai or the million Thai rice
Jield kingdom: on the former Khmer territories, the ‘Rising of Happiness’ (Sukhothai) city
was founded as their capital. They declared independence in 1238 and were annexed by
Ayutthaya in 1376. This period consolidated the Thai scripture and the Theravada

Buddhism, brought by the Sri Lankan Sinhalese. Nowdays the capital site is referred to as
Old Sukhothai, while the modern city got the prefix ‘New’.
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and

“Wat Mahathat at the very centre of old Sukhothai was the spiritual heart of the city and
was continually added to by successive rulers to create a sprawling, multi-generational
monument. It dominates the surrounding wats, separated by its own moat. There are over
forty different temples to explore within Old Sukhothai’s city walls, with the island temple
of Wat Sra Sri and the Hindu-influenced prangs of Wat Sri Sawai being particular
highlights. The importance of Sukhothai not just to Thai culture but also to world history is
reflected in its UNESCO World Heritage Status, which provides valuable foreign support

and exposure for the historical park.

Analytical enquiry represents the level of enquiry that the visitors use to provide a comprehensive
and intellectual heritage experience. The following statement contains analytical knowledge by
which the visitors acquire for consuming heritage experience. It provides the visitors with
knowledge about culture, politics, architecture and religion. The examples of analytical enquiry
include how people lived in the ancient times, how the monuments were built, the transition of
other religions to Buddhism, what happened in the ancient era, what influenced architectures of
historical buildings and how politic in history shaped politics in the present days. The followings
are a note on Walking Buddha which visitors use for understanding the differences and
significances of Buddha images with various postures and a note on the establishment of the

Kingdom which the visitors use to understand life style of Thais’ ancestors and the reason for

Buddhism to become an influence of architectures and cultures.

“An important new development in iconographic art was introduced during the Sukhothai
period. Images of walking Buddhas refer to a scene in the life of the Buddha when he

returned from the Tavatimsa heaven after he preached there to his mother who had died
seven days after his birth. He was decending to earth by stairs accompanied by the god

Brahma and Indra. In combination with vitarka or dhammachakka mudra this form refers

to peripatetic instruction.”

and

While there were other Thai Kingdoms (like Lanna, Phayao and Chaing Sean) at the same
time, the establishment of the Kingdom of Sukhothai in 1238 is often considered the state of
Thai history prosperity. Sukhothai gained independence from a declining Khmer Empire.
Monuments in the city show influence from prior Khmer rule. The history of Sukhothai as a

kingdom lasted for about two centuries. Interestingly, there were only 9 kings in that
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period, suggesting some stability. Theravada Buddhism became the common religion. At

the peak of its power, the kingdom of Sukhothai exerted control and/or influence over an
area that is actually greater than present day Thailand. Control supposedly stretched to
Martaban (now in Myanmar), Luang Prabang (Laos) and down the Malay Peninsula.
Sukhothai’s prosperity was greatest at the time of its third King, Ramkhamheang the Great.

4.3.5 Matter of Choice

The matter of choice emerged as an experience component that explains how visitors make a

choice of attraction for their heritage experiences. The choices of heritage attractions include

desired destination, interesting attractions, and worth-a-visit attractions, as quoted by the visitors.

Table 4.3 illustrates the properties of the matter of choice or choices of attractions in heritage sites

the visitors interact when consuming heritage experience.

Table 4.3 Concepts of the matter of choice

Aspect of Choice Definition

Desired destination A place visitors long for a visit

Interesting attraction A place with awe-inspiration and spectacular features
Worth-a-visit attraction A place with historical, iconic and symbolic

signiﬂcances

Desired destinations

A desired destination is an attraction choice inspired by interpreted stimuli that derive from faith,
admiration, pride, perception of uniqueness and nostalgia toward the heritage. The significance and
representation of attraction are remarkable in the perception of the visitors. The desired destination

1s an attraction where the visitors have been longing to a ‘once in a visit ‘once in life time. For

example, the visitors provide reasons to visit ruins of a temple in one of the survey sites:

“My determination to visit this temple and this historic city was not about to be defeated by

any constraints. So, I got to see my desired destination.”

and

“I left the hotel as soon as I got there. I wanted 1o see this temple because they said there

was a nice view from the hill. So, I biked to see this view.”
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The desired destination fulfils an achievement of an ambition that yields pleasure, appreciation,

knowledge and apprehension to visitors. The visitors usually put an effort on an acquisition of

knowledge and intense involvement when they are experiencing their own desired destinations.

Interesting Attractions

Visitors define attractions of interest based on many key perceptions such as universal significance
of places or spectacular characteristics. The perceived value of heritage is related to its importance,
reputation, out-of-ordinary features and cultural and religious symbolism. It is also related to

visitors’ existence as well as un-interpreted stimuli. A visitor provided a reason why he headed to

this temple as quoted.

“Wat Chang Lom is the famous shrine that The Great King Ramkamheang wrote about on

the famous Ramkamhang stone inscription on which he may have first described Thai

alphabet. Those elephants encircle the Sri Lanka style chedi show the state of most
advanced decay.”

An interesting attraction could be the visitors’ particular choice. The visitors located themselves in
some particular attractions, which serve various purposes of their experiences. They may choose an
interesting attraction based on its properties or words of mouth for pleasure as often mentioned: °/

just went to this temple to listen to bird songs and breathe some fresh air’. Some visitors directly

allocate themselves an attraction assigned as ‘a footstep’ for example, some Japanese visitors stick

themselves on ‘royal trails’ where the emperor stepped on, and some Thai visitors direct
themselves to the attraction they claim ‘They said that the princess had come to this temple’. Some

visitors carrying a basket of flowers and things to make offering directs themselves to a place they
call ‘the most sacred Buddha’. The attraction is universally perceived as a ‘must see’ and ‘all in
one’ or ‘one stop ruins’. This aspect of choice is also based on convenience due to time constraint,

accessibility and physical limitation.

Worth-a-visit attractions

Visitors define a worth-a-visit attraction as a place for a trip fulfilment. When they acquire more

knowledge, this class of attraction is appealing to visitors as quoted.
“This must be most important temple in the park. We should see.”

and
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“..Home of Thailand’s most impressive World Heritage Site, Old Sukhothai is best
discovered by bike. I visited Sukhothai Historical Park during the day which was a pity as
it would have been nicer to see in morning or evening light. I did it from 11 am to 4 pm
which was of course the hottest time of the day. Here I quote my Lonely Planet: ‘The park

includes remains of 21 historical sites and four large ponds within the old walls, with an
additional 70 sites within a 5 km radius.’ Needless to say, I only managed about a quarter

of the whole thing but I think I saw most of the best bits.

Typically, this applies to spectacular or iconic ruins as visitors mentioned. The visitors tend to rely

on provided information and aesthetic aspect of experience. Worth-a-visit attraction could be an

attraction visitors visit ‘just when time allows’. It may be chosen to fill the gap time so that it can

be defined as an impulsive choice. The visitors sometimes appear in some circumstance to make

this choice such as while they are waiting to leave or withdraw from a main attraction. This

attraction may be a minor choice but it mostly provides the visitors with a pleasant aspcct of

experience when they aim to ‘see as much as possible’ or ‘sample as many places as can be
clammed’. The choice aspect is ‘one for all’, which represent combination of site with various
kinds of monument, museum and local community chosen for orientation, learning culture,

comprehensive understanding or viewing the total perspective of the heritage site.

Morecover, off-the-beaten tracks are usually perceived as interesting attractions. Visitors may crave
for more ruins, disclosure novelty, seeking isolation and ‘purity’, and to explore ‘one of a kind’ by

experiencing off-the-beaten attractions which are ‘worth checking’ that provide them with a

pleasant surprise. This choice aspect provides convenience and ability to adjust activities with time

constraints when the visitors are on excursions, has limited knowledge, and do not want to take

risks.

4.3.6 Perception of Authenticity

The perception of authenticity explains how visitors define the elements of heritage that contribute

to the ‘authentic experience’ ranging from ‘hedonic spectacle’, ‘now and then’ and ‘pure ruins’,

quoted by visitors.

1. Hedonic Spectacle

The visitors may perceive ‘live experience’ at heritage ruins as authenticity. What makes ruins of

the heritage place live and real experience for them is life around the ruins such as performance,
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show, event and exhibition associated to the scene. The visitors perceive riding an elephant for
sightseeing at ancient temple ruins or having dinner while watching a classical dance at the front of
ancient temple complex as a real experience for them. They may crave for illuminated temple ruins
of which are perceived as spectacular sense of an ‘ancient’ town. The visitors may feel that the
scene of Buddhist monks walking around the ruins is real. This perceived authentic heritage
experience usually generates a pleasurable experience. The examples of hedonic spectacles which

make visitor experience authentic are as follows:

Image 4.1 The image of a staged performance - light and sound performance

This image represents a living showcase that illustrates the history of the historic town of

Ayutthaya. Visitors perceive that the event brings life to the ruins and makes the heritage

experience authentic.

Image 4.2 llluminated Ruins

92



J. Daengbuppha Chapter 4: The Visitor Heritage Experience Model

This 1image 1llustrates the perception of visitors towards the past splendour. This scene gives the

visitors an impression of how the temple should have looked like in the past.

Image 4.3 Buddhist monks wandering around the ruins

The image is the scene that gives visitors an impression of Buddhist temples in the past. The scene

makes the ruins look real to the visitors.

2. Now and Then

The visitors’ authentic experience of heritage is related to an ability to realize what ruins could
have been in the past. The visitors find the visual aids such as transparency photos of what might
have been in the past compared to how it looks at the present days yield a real sight of heritage
ruins. Partly restored ruins sometimes provide the visitors with a<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>