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Abstract 

This co-operative education report, titled "Digital Marketing to Bridge the 

Communication Gap," explores issues of miscommunication between the resort and its guests 

and suggests digital marketing strategies to improve understanding and connection. During my 

internship at Cholchan Pattaya Beach Resort, I focused on identifying guest satisfaction. Using 

qualitative analysis through ATLAS.ti software, I discovered that 20% of guest complaints were 

related to the resort's distance from the city, 20% were linked to staff attitude, and 60% outdated 

or misleading promotional photos. These findings highlighted the resort’s credibility issues and a 

gap in guest expectations versus reality. 

To address these challenges, I proposed and implemented a strategic digital marketing 

initiative, creating a YouTube channel to showcase updated and authentic content. This approach 

aimed to provide guests with accurate visual representations and real-time updates on the resort’s 

amenities and experiences. This project applied core marketing concepts such as customer 

satisfaction theories, project management techniques, and digital content strategies. 

The outcomes of this initiative enhanced the resort’s online transparency, 

improved guest perceptions, and addressed miscommunication issues effectively. My 

experience offered valuable insights into digital marketing strategies and their practical 

applications in the hospitality industry. 

 Keywords: Digital Marketing, Communication Gap, Guest Satisfaction 
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CHAPTER 1:  INTRODUCTION 

 

This chapter introduces my co-op placement at Cholchan Pattaya Beach Resort, where I aimed to 

apply my academic knowledge in a hands-on role focused on digital marketing within the 

hospitality industry. I chose this resort for its strong B2B and B2C presence and its emphasis on 

using social media to enhance guest satisfaction. 

1.Company Profile 

 

Cholchan Pattaya Beach Resort is a premier beachfront destination that offers a unique blend of 

relaxation, comfort, and modern amenities. It is located along the picturesque coastline of Pattaya, 

this resort is known for its magnificent sea views, luxurious accommodations and exceptional 

hospitality. With a range of facilities including variant elegant rooms options, beachfront bar, 

restaurants, a wave pool, and versatile event spaces. The hotel also caters to both leisure and 

business travelers.  

 

Cholchan Pattaya Beach Resort has a rich history that dates back to its origins as part of the global 

hospitality industry. The resort initially began construction in 1988 (พ.ศ. 2531), marking the first 

steps in creating what would become a premier beachfront destination in Pattaya. After several 

years of development, the resort opened its doors on January 15, 1996 (พ.ศ. 2539) under the name 

“Mercure Pattaya Resort” as part of the Accor group, a renowned international hospitality 

company. This partnership helped establish the resort as a high-standard accommodation with a 

focus on exceptional service and guest experience. On December 20, 1999 (พ.ศ. 2542), the 

property rebranded itself as Cholchan Pattaya Beach Resort, separating from the Mercure brand 

but continuing to grow as a leading independent resort in Pattaya. Since then, the resort has 

maintained its commitment to providing guests with a serene beachfront experience, complete with 

modern amenities, top-notch facilities, and warm Thai hospitality. 

 

Over the years, the resort has adapted to the evolving tourism landscape, continuously upgrading 

its facilities and services to cater to both leisure and business travelers. Today, Cholchan Pattaya 



9 
 

Beach Resort is well-regarded for its beautiful sea views, luxurious rooms, and proximity to key 

attractions in Pattaya, making it a favored destination for vacationers and event organizers alike. 

The resort’s serene atmosphere, combined with its proximity to major attractions such as the 

Sanctuary of Truth and Pattaya’s vibrant beach life, makes it an ideal getaway for those seeking 

both relaxation and adventure. Whether you are planning a romantic getaway, a family vacation, 

or a business retreat, Cholchan promises an unforgettable experience with top-tier service and 

beautiful surroundings.  

1.1 Mission  

“Our mission is to foster a culture of discipline, diligence, and harmony, where each member 

knows their duties and fulfills them with a strong sense of responsibility. We are committed to 

upholding integrity and honesty in all our actions, ensuring that every effort contributes to the 

greater good of our organization and community.” 

1.2 Vision  

“Our vision is to be a leading organization recognized for our unwavering commitment to hard 

work, disciplined practices, and harmonious collaboration. We aspire to build a future where 

integrity and responsibility are the cornerstones of our success, inspiring others to follow a path of 

honesty and dedication.” 

2.Organizational Structure 

Cholchan Pattaya Beach Resort operates under a well-structured organizational framework to 

ensure efficient operations and exceptional guest experiences. This hierarchical structure is divided 

into several key departments, each playing a crucial role in the resort's success. The Front Office 

Department manages guest check-in, check-out, inquiries, and concierge services. The 

Housekeeping Department maintains cleanliness and hygiene in guest rooms and public areas. The 

Food and Beverage Department oversees restaurant, bar, banquet, and catering operations. The 

Engineering Department ensures the proper functioning of resort facilities and equipment. The 

Human Resources Department handles recruitment, training, performance management, and 

employee relations. The Sales and Marketing Department develops and implements marketing 

strategies, manages sales channels, and handles public relations and corporate events. The Finance 
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Department manages the resort's financial operations, including budgeting, accounting, financial 

reporting, revenue management, and cost control. 

Each department works collaboratively to ensure seamless operations and a consistent level of 

service. Regular departmental meetings and cross-functional communication foster a strong team 

environment and facilitate effective problem-solving. 

By maintaining a well-structured organization and fostering a culture of excellence, Cholchan 

Pattaya Beach Resort continues to deliver exceptional guest experiences and maintain its position 

as a premier beachfront destination. 

2.1 Organizational Structure 

 

 

Figure 1 Organization Chart 
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2.2 Job Position  

As an intern at Cholchan Pattaya Beach Resort, I was tasked with managing the resort's YouTube 

channel. My primary responsibility was to create engaging and informative videos that showcased 

the resort's unique offerings and experiences. By producing high-quality content, we aimed to 

attract a wider audience and generate interest in the resort. 

To achieve this, I focused on creating videos that highlighted the resort's luxurious 

accommodations, stunning beachfront location, and diverse range of amenities. These videos 

included virtual tours of the rooms and suites, showcased the resort's dining options, and provided 

insights into the various activities and entertainment available to guests. 

Through strategic content planning and consistent posting, I was able to increase the resort's online 

visibility and attract a growing number of followers. By effectively utilizing YouTube's platform, 

we were able to connect with potential guests on a deeper level and inspire them to choose 

Cholchan Pattaya Beach Resort for their next vacation. 

3.Intention and motivation to choose this company as your Co-op studies workplace. 

 

I chose Cholchan Pattaya Beach Resort for my co-op studies because of its reputation as one of 

Pattaya’s leading resorts, offering top-notch accommodation, dining, and event services. For a 

BBA Marketing student like myself, this was an exciting opportunity to dive into the hospitality 

world and put into practice everything I’d been learning about marketing and digital media. I was 

drawn to the idea of working in such a dynamic environment, where I could see how a major resort 

operates and connects with its guests on both personal and business levels. 

What really appealed to me was Cholchan’s focus on B2B services, especially the partnerships 

they have with tour operators and travel agents who bring in guests through curated tour packages. 

This side of marketing was new to me and seemed like the perfect chance to explore how business-

to-business relationships are built and managed in hospitality. I was particularly interested in 

learning how digital tools like social media and YouTube could be leveraged not just to reach 
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individual travelers, but to strengthen relationships with industry partners. It felt like a unique 

learning opportunity to see marketing strategies at work on a broader, more interconnected level. 

Most of all, I wanted hands-on experience in a real-world setting where I could interact with 

various departments and actually contribute to the resort’s marketing efforts. I was excited by the 

idea of helping to create and share content that would highlight the resort’s best features and attract 

a wider audience. Getting to brainstorm, execute digital strategies, and collaborate with a team 

would be invaluable experience, and I was ready to apply my skills to solve real challenges. 

Altogether, Cholchan Pattaya Beach Resort felt like the ideal place to grow my knowledge and 

gain meaningful experience in the hospitality industry. 

4.Strategic Analysis of the Company: GAP Analysis 

 

4.1 GAP Analysis Overview 

 

A GAP Analysis compares Cholchan Pattaya Beach Resort’s current performance with its strategic 

goals, identifying the areas that need improvement to meet both guest expectations and business 

objectives. This analysis is especially crucial for the resort, given its reliance on B2B services and 

guest satisfaction for long-term growth. By identifying current shortcomings and formulating 

targeted recommendations, the resort can build a more effective strategy to address feedback, 

enhance service quality, and strengthen its digital presence. 

 

4.2 Current State 

Cholchan Pattaya Beach Resort currently focuses heavily on B2B services, partnering with tour 

operators, travel agents, and package providers to attract guests. These partnerships have been 

effective in maintaining a steady flow of visitors, yet feedback from guests has revealed some 

significant areas where the resort’s offerings fall short of expectations: 

1. Content Authenticity Issues: 60% of guest complaints centered on outdated or misleading 

photos displayed on booking websites, leading to unmet expectations. This gap in content 

authenticity has caused frustration for guests who feel that the resort's actual condition 

doesn’t match the visual representations they encountered online. 
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2. Location Concerns: 20% of complaints referenced the resort’s distance from the main city 

center, which some guests found inconvenient. While the tranquil, removed location may 

appeal to some, it can also be perceived as a drawback by those seeking closer proximity 

to city attractions and nightlife. 

3. Service Quality Issues: Another 20% of complaints mentioned staff behavior, pointing to 

a lack of politeness or enthusiasm in guest interactions. This feedback highlights an area 

for improvement in training and service quality, which are vital components of the guest 

experience in the hospitality industry. 

 

Figure 2: Piechart of Guest Complaints at Cholchan Pattaya Beach Resort 

4.3 Desired State 

 

Cholchan Pattaya Beach Resort’s goal is to elevate its online presence, maintain strong B2B 

connections, and significantly improve guest satisfaction. This involves addressing the content 

authenticity issues, enhancing service quality through improved staff interactions, and better 
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positioning the resort’s unique features such as its serene, secluded environment etc. Additionally, 

the resort seeks to leverage digital marketing more effectively by expanding into platforms like 

YouTube to reach a wider audience and build trust with prospective visitors through genuine 

content. 

 

4.4 Identified Gaps 

 

The analysis revealed three primary gaps that, if addressed, could bridge the current performance 

to the desired future state: 

1. Content Authenticity Gap: Guests often felt misled due to outdated photos on booking 

websites, leading to a mismatch between expectations and reality. The resort’s current 

reliance on these old images has impacted guest satisfaction, highlighting the need for 

updated visuals that accurately represent the property’s offerings and conditions. 

2. Digital Engagement Gap: Cholchan Pattaya Beach Resort has not fully utilized social 

media platforms such as YouTube, which can play a significant role in presenting current 

and engaging content to a broader audience. The limited use of such platforms has led to 

an underwhelming digital presence, reducing the resort’s ability to showcase its amenities, 

location, and unique selling points effectively. 

4.5 Strategic Recommendations 

 

To close these gaps, Cholchan Pattaya Beach Resort can implement several strategic initiatives to 

enhance its digital presence, increase guest satisfaction, and strengthen its B2B relationships: 

1. Establish a YouTube Channel for Updated Content: Creating and regularly updating a 

YouTube channel would allow the resort to showcase authentic content, including videos 

of its accommodations, amenities, dining options, and serene environment. This channel 

would serve as a valuable resource for guests seeking more accurate information about the 

resort and help build transparency and trust with potential visitors. 
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2. Collaborate with Travel Agents to Share Accurate Content: By partnering with tour 

operators and travel agents, Cholchan Pattaya can ensure that accurate and up-to-date 

digital content is shared through these third-party platforms. This collaboration will help 

bridge the content authenticity gap by providing guests with reliable visuals that match the 

current state of the resort, improving their initial impressions. 

 

3. Highlight Unique Selling Points in Digital Marketing: Since the resort’s location may 

not appeal to everyone, positioning it as a peaceful retreat surrounded by nature would help 

target the right audience. Showcasing the advantages of the resort’s serene environment, 

away from the city’s hustle, could attract guests looking for a relaxing getaway, thereby 

aligning expectations with reality. 

5. Objective of this Co-operative Studies 

The co-operative studies program at Cholchan Pattaya Beach Resort provided me with an 

invaluable opportunity to put my academic knowledge to practical use in a dynamic hospitality 

setting. The primary objective of this program was to integrate my studies in digital marketing and 

content creation into the real-world operations of the resort, helping me develop essential skills 

while contributing to the resort’s goals. My specific objectives were to identify key issues 

impacting guest satisfaction, strengthen the resort’s digital presence, support its B2B relationships, 

and gain professional experience that would prepare me for a career in marketing. 

1. Identifying and Solving Key Challenges 

A major goal was to identify issues that directly affected guest satisfaction and to propose 

effective solutions using digital marketing tools. To do this, I conducted research and 

analyzed guest feedback to pinpoint areas of improvement. For example, through guest 

reviews, I noted that outdated images on booking websites often led to a mismatch 

between guests’ expectations and their experiences at the resort. By recognizing these 

pain points, I was able to develop a content strategy that provided fresh and authentic 

visuals, creating a more accurate online presence to improve guest satisfaction. 
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2. Improving Digital Presence 

Another objective was to enhance the resort’s digital presence by developing authentic 

and engaging video content. I took on the responsibility of producing YouTube videos 

that would visually capture the best aspects of the resort, from its serene beachfront views 

to the amenities that set it apart from competitors. This objective was crucial in bridging 

the gap between guests’ expectations and what they would actually experience upon 

arrival. By sharing updated and transparent content, I aimed to build trust with potential 

guests, ultimately making them feel more confident in choosing Cholchan Pattaya Beach 

Resort for their stay. 

 

3. Strengthening B2B Relationships 

Cholchan Pattaya Beach Resort relies heavily on B2B connections, particularly with tour 

operators and travel agents. To support this strategic focus, I worked to create a content 

strategy that would not only appeal to individual guests but also serve as a valuable asset 

for B2B partners. I crafted content that could easily complement tour packages and travel 

promotions, helping agents market the resort’s unique offerings. This objective required a 

deeper understanding of how B2B relationships are nurtured and the critical role digital 

marketing plays in these partnerships. 

 

4. Gaining Professional Experience 

Lastly, the co-op program aimed to provide me with direct, hands-on experience in social 

media management, video production, and strategic content planning. My role involved 

everything from developing content ideas and storyboarding to filming, editing, and 

sharing the final product. This experience was instrumental in helping me understand 

how digital content supports broader marketing objectives in a real business environment. 

Each project contributed to my professional growth, giving me insights into the 

operational challenges and creative demands of marketing within the hospitality industry. 

In conclusion, Chapter 1 highlights the objectives of my co-op experience at the resort, 

emphasizing the chance to bridge theory and practice in digital marketing. The skills gained here 

set the groundwork for the detailed activities and learning experiences outlined in the following 

chapters. 
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CHAPTER - 2: CO-OP STUDY ACTIVITIES 

 

In this chapter, I will describe my main responsibilities as a Social Media Manager intern at 

Cholchan Pattaya Beach Resort. My work focused on planning and producing digital content to 

improve the resort’s online presence, with particular emphasis on engaging video content for 

platforms like YouTube. This section also explains how I collaborated with different 

departments to align content strategies with the resort's goals, addressing guest concerns and 

showcasing the resort’s unique offerings. 

2.1 Job Descriptions 

As an intern at Cholchan Pattaya Beach Resort, I was deeply involved in driving the resort’s digital 

marketing efforts, particularly on YouTube. My main responsibility was to plan, produce, and 

manage video content that would showcase the resort’s unique amenities and services to a broader 

audience. This wasn’t just about creating videos; it was about storytelling—finding the most 

engaging ways to highlight everything that makes the resort special, from the tranquil beach views 

and beautiful poolside spaces to the cozy accommodations and dining experiences. 

One of my key objectives was to help strengthen the resort’s online presence, which was essential 

not only to attract new guests but also to build trust with potential visitors. By producing high-

quality, authentic videos, I aimed to bridge the gap between guest expectations and reality, 

addressing some common complaints we had identified in guest feedback. For example, some 

guests had mentioned that online images didn’t fully represent the resort as it is today, so updating 

these visuals through video content became a priority. This allowed us to create a more transparent 

and inviting online image that would resonate with future guests. 

2.2 Job Responsibilities and Work Duties 

Throughout my internship at Cholchan Pattaya Beach Resort, I was entrusted with responsibilities 

that allowed me to apply my academic learning and develop practical skills in digital marketing 

and content management. My primary role was to plan, produce, and manage the resort's video 

content, particularly on YouTube, to enhance the resort’s online presence and address guest 
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concerns. Each day presented a range of tasks that helped me gain hands-on experience while 

contributing to the resort’s marketing efforts. 

Content Planning and Strategy Development 

 

One of my first responsibilities was to establish an organized content schedule. To manage this, I 

created a Gantt chart and a content calendar, which served as essential tools to map out the timeline 

for video production. 

 

 

Figure 3: Data Collection From Trip advisor 

This planning stage involved researching guest feedback using ATLAS.ti software, allowing me 

to identify recurring themes and issues raised by guests. Based on this data, I developed content 

ideas focused on addressing specific guest concerns, such as showcasing updated visuals of the 

resort’s facilities and providing an authentic view of what guests could expect. 



19 
 

 

Figure 4: Data Collection from Agoda 

 

 

Figure 5: Atlas.ti for data analysis  

 

Video Production and Editing 
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I was responsible for the end-to-end process of video production, from scripting to editing. Each 

video required a detailed script that highlighted different aspects of the resort, from dining areas 

and recreational facilities to accommodations and special events. I carefully selected locations 

within the resort to film, ensuring they showcased its unique offerings in the best light. Filming 

was followed by an intensive editing process, where I incorporated music, graphics, and 

branding elements to create a professional and cohesive style. My aim was to make each video 

not only visually appealing but also informative and engaging, reflecting the resort’s brand 

identity and standards. 

 

Figure 6: Editing Raw Video  

Copyright Management 

As I worked on video content, I also had to be mindful of copyright issues. This meant 

identifying any potential risks associated with using certain music, graphics, or third-party 

content, and ensuring compliance with YouTube’s copyright guidelines. Part of my 
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responsibility was to manage copyright claims and disputes, acting quickly to resolve any issues 

that might restrict the resort’s content. By handling copyright management effectively, I ensured 

that our content reached audiences without disruptions and maintained a positive reputation on 

digital platforms. 

 

Figure 7 : Youtube Copyright Claim Problem 

Social Media Coordination 

In addition to producing long-form videos for YouTube, I also adapted content for other platforms 

like Instagram, Facebook, and TikTok. This involved creating shorter clips and teasers from the 
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YouTube videos, formatted specifically for YouTube Shorts to maximize engagement and reach. 

My role required me to tailor content to each platform’s audience while keeping the brand message 

consistent, allowing us to reach a diverse audience and maintain an active social media presence.  

 

Figure 8: Content Calendar for Youtube  
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Figure 9: Content Calendar 

2.3 Activities in Coordinating with Supervisors 

 

As part of the video production process, I coordinated with supervisors and operations staff to 

arrange shoot schedules that would minimize any disruptions to guests’ experiences. I also 

engaged with the front office team to gather insights into common guest questions, preferences, 

and feedback, which allowed me to address real guest concerns in the video content. This cross-

departmental collaboration was invaluable, as it enabled me to create content that was both 

accurate and relevant to guest expectations. 

 

2.4 Job Process Diagram 

Content Planning Process 
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1. Research and Theme Identification: Using ATLAS.ti, I analyzed guest feedback to 

identify key themes for content. 

2. Content Calendar Creation: I developed a structured calendar based on these themes to 

streamline video production. 

3. Script Drafting: For each video, I drafted a detailed script to ensure it addressed specific 

guest concerns. 

4. Content Approval: I reviewed and finalized the script and content calendar with the 

marketing team to ensure alignment with the resort’s objectives. 

Video Production Process 

1. Location Scouting: I selected suitable shoot locations within the resort to highlight its 

unique amenities. 

2. Filming Setup: Setting up the necessary equipment, I carried out video shoots to capture 

the desired footage. 

3. Editing and Graphics: I edited the footage, added music and graphics, and aligned it with 

the resort’s branding. 

4. Review and Revisions: After editing, I reviewed the video with the team and made 

necessary adjustments before publishing. 

 Copyright Management Process 

1. Content Review: I reviewed each video to identify any elements that might raise copyright 

issues. 

2. Verification and Permissions: Using YouTube’s copyright tools, I verified permissions 

and ensured compliance. 

3. Dispute Resolution: In case of copyright claims, I addressed the issues promptly to prevent 

content restrictions. 

2.5 Contributions as a Co-op Student 

During my time at Cholchan Pattaya Beach Resort, I made significant contributions toward 

enhancing the resort’s digital presence, aligning guest expectations, and supporting the resort’s 

marketing goals. 
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Improving Digital Presence 

By producing authentic and engaging video content, I helped the resort revamp its online image 

and address recurring guest complaints, particularly regarding outdated visuals. The YouTube 

channel became a platform to showcase the resort’s offerings in real-time, which allowed guests 

to get a transparent and updated view of the resort’s facilities. 

 Strategic Content Planning 

My implementation of a content calendar ensured a well-organized approach to video production 

that aligned with the resort’s promotional efforts. This structured method allowed for consistent 

updates, streamlined the workflow, and improved coordination within the marketing team, 

contributing to a more efficient and focused digital marketing strategy. 

Bridging the Communication Gap 

Through video content, I directly addressed the key concerns raised in guest reviews. By visually 

addressing issues like outdated photos and highlighting current amenities, I helped bridge the gap 

between guest expectations and reality, ultimately improving satisfaction and strengthening the 

resort’s brand credibility. This effort also helped the resort establish a trustworthy online presence, 

building confidence among prospective guests and agents alike. 

In conclusion, my co-op role at the resort allowed me to develop valuable skills in content creation 

and digital strategy. By coordinating with various teams and creating engaging content, I 

contributed to enhancing the resort’s online image and bridging the gap between guest expectations 

and actual experiences at the property. 
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CHAPTER 3: LEARNING PROCESS 

Chapter 3 outlines the key learning experiences gained during my internship at Cholchan Pattaya 

Beach Resort as a Social Media Manager. In this chapter, I reflect on the challenges the resort 

faced, particularly those related to digital marketing and guest satisfaction. Through a 

combination of research, theoretical applications, and practical problem-solving, I was able to 

identify and address several critical issues, such as outdated promotional content and service 

quality concerns. By examining these issues, I was able to propose solutions and gain a deeper 

understanding of how digital marketing can impact customer experience and business reputation. 

Additionally, I will highlight the new skills I acquired, both technical and theoretical, and how 

they helped me grow professionally during this internship. 

3.1 Problems/Issues of the Company 

During my internship as a Social Media Manager at Cholchan Pattaya Beach Resort, I uncovered 

several critical issues that had a direct impact on the resort’s reputation, guest experience, and 

overall brand perception. These challenges were closely related to my responsibilities in managing 

the resort's digital presence, as outlined in Chapter 2.3. 

Problem Statement 

The resort faced a significant credibility gap stemming from the use of outdated or misleading 

promotional photos on booking websites. Additionally, inconsistencies in service quality and the 

resort’s location presented challenges for attracting and retaining guests. These factors collectively 

affected guest satisfaction, loyalty, and overall trust in the resort. 

Significance of the Problems 

● Content Authenticity Issue: Many guests reported feeling disappointed when they arrived 

and discovered that the actual facilities differed from the promotional images. This led to 

a mismatch in expectations, which resulted in negative reviews and a decline in trust. 

Ensuring that the resort’s digital representation aligns with its current offerings is vital to 

building credibility and managing guest expectations. 
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● Service Quality Issue: Guest feedback revealed consistent complaints regarding staff 

behavior, particularly in terms of politeness and enthusiasm. Since staff interactions play a 

crucial role in shaping the guest experience, these service quality issues impact overall 

satisfaction, making it essential for the resort to address any gaps in employee training and 

morale. 

3.2 How to Solve the Problems 

To address these issues, I combined various approaches, including research, theoretical 

applications, and industry best practices, to identify sustainable solutions. 

Reviewing Literature and Applying Theories 

I referenced the Expectancy Theory in marketing, which suggests that a gap between expectations 

and actual experiences can heavily impact customer satisfaction. This theory emphasized the need 

for transparency in digital content, highlighting the importance of updating the resort’s online 

imagery to match current facilities accurately. Additionally, I applied Project Management 

Theories, which helped me structure and prioritize tasks effectively. By creating a Gantt chart and 

a content calendar, I was able to organize video production and ensure timely updates that aligned 

with the resort’s broader marketing goals. 

Research and Professional Insights 

● Guest Feedback Analysis: Using ATLAS.ti software, I conducted a thorough analysis of 

guest feedback, quantifying the frequency of complaints and identifying recurring themes. 

This data-driven approach helped in pinpointing the most critical issues affecting guest 

satisfaction, providing a basis for targeted content strategies. 

● Interviews with Staff and Marketing Professionals: To gain a deeper understanding of 

the resort's internal processes, I conducted interviews with front office staff. Their insights 

into common guest concerns, along with advice from marketing professionals, were 

instrumental in shaping the content approach and ensuring it addressed real guest pain 

points. 

● Competitor Analysis: Observing successful digital marketing strategies employed by 

competing resorts allowed me to identify effective practices and emerging trends in content 
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creation. This analysis provided a framework for positioning Cholchan Pattaya Beach 

Resort as a reliable, transparent, and guest-focused destination. 

3.3 Recommendations to the Company 

Based on my findings and analysis, I proposed several recommendations to address the identified 

issues and improve the resort's overall guest experience and reputation. 

● Enhance Digital Presence: Launch and maintain an up-to-date YouTube channel 

showcasing authentic and real-time video content of the resort’s amenities, events, and 

guest experiences. By providing accurate visuals and honest portrayals, the resort can better 

align guest expectations with the actual facilities and offerings, ultimately building trust 

and attracting a more loyal customer base. 

● Improve Staff Training: Conduct regular training sessions that emphasize positive guest 

interactions, communication skills, and service etiquette. A structured training program 

could improve staff behavior and ensure that all employees uphold the resort’s standards 

for quality service, directly enhancing the guest experience. 

● Highlight Unique Selling Points: In digital content, particularly on YouTube, emphasize 

the resort’s peaceful location and scenic surroundings. By positioning the resort as an ideal 

escape from the city, it can attract guests specifically looking for a tranquil retreat. This 

unique selling point can help the resort differentiate itself from more centrally located 

competitors and attract a segment of guests who value relaxation over proximity to the city. 

3.4 What I Learned During the Co-Op Studies 

My time at Cholchan Pattaya Beach Resort provided invaluable lessons in digital marketing, 

project management, and customer relations. Throughout my co-op studies, I learned to: 

● Conduct Comprehensive Research and Data Analysis: The experience of analyzing 

guest feedback using ATLAS.ti software gave me the skills to interpret large volumes of 

data and extract actionable insights. I learned the importance of using data-driven 

approaches to understand customer needs and identify areas for improvement. 

● Develop and Implement Structured Content Strategies: Managing a Gantt chart and 

content calendar taught me how to strategically plan content creation to meet marketing 
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goals. I understood how to balance multiple tasks and ensure timely delivery, gaining 

insight into efficient project management. 

● Enhance Guest Experiences through Transparent Digital Content: By directly 

addressing key guest complaints in our digital content, I recognized the impact of 

transparency on guest satisfaction. Creating honest and relatable content improved the 

resort’s credibility and helped align guest expectations with reality, ultimately contributing 

to a more satisfying guest experience. 

3.5 How I Applied Knowledge from Coursework to Real-World Situations 

During my internship, I was able to practically apply several key concepts and techniques I had 

learned in my academic coursework. 

● Marketing Theories: I drew upon theories related to customer satisfaction and brand 

positioning to create a refined content strategy. These theories helped me identify areas 

where the resort could enhance its brand image and better meet guest expectations. 

● Project Management Techniques: The project planning methods I studied in coursework 

became essential in organizing and executing my responsibilities. From planning shoot 

schedules to managing editing timelines, these techniques allowed me to approach each 

task methodically, ensuring the smooth execution of our digital marketing efforts. 

● Digital Marketing Practices: Implementing best practices from digital marketing classes, 

I was able to optimize the resort’s social media engagement and YouTube content. This 

included adapting videos for various platforms and understanding platform-specific 

strategies to reach and engage a broad audience. 

3.6 Special Skills and New Knowledge Gained 

The co-op program not only allowed me to apply my existing knowledge but also to acquire new 

skills specific to digital marketing and content creation. 

● Technical Skills in Video Production: I developed hands-on skills in scripting, filming, 

and editing videos, gaining proficiency with professional editing tools. This experience 
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allowed me to create visually appealing content that aligned with the resort’s brand 

standards and successfully attracted viewer engagement. 

● Copyright Management: Managing YouTube copyright issues taught me how to navigate 

intellectual property considerations. I learned to verify permissions, handle claims, and 

ensure compliance with YouTube’s guidelines, skills that are essential for maintaining a 

reputable online presence. 

● Cross-Platform Content Coordination: Creating and sharing content across multiple 

social media platforms, including Instagram, Facebook, TikTok, and YouTube Shorts, 

expanded my knowledge of platform-specific strategies. I learned to optimize each piece 

of content for its intended platform, increasing reach and maximizing engagement across 

diverse audiences. 

In conclusion, my internship experience at Cholchan Pattaya Beach Resort was a highly enriching 

learning journey. The challenges I encountered allowed me to apply theoretical knowledge in real-

world situations, particularly in the areas of digital marketing, project management, and customer 

satisfaction. By addressing the resort’s credibility and service quality issues, I developed solutions 

that not only aimed to improve guest satisfaction but also contributed to the resort’s long-term 

success. Furthermore, the practical skills I gained, including video production, copyright 

management, and cross-platform content coordination, will serve as valuable assets in my future 

career. This chapter emphasizes the importance of adaptability and continuous learning in the 

dynamic field of hospitality marketing.                                                                
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CHAPTER-4: CONCLUSION 

Chapter 4 provides a reflection on my co-op experience at Cholchan Pattaya Beach Resort, 

summarizing the key moments, lessons learned, and insights gained during my internship as a 

Social Media Manager. In this chapter, I will highlight the contributions I made to the resort's 

digital marketing efforts, particularly in content creation and strategy development. I will also 

evaluate my personal and professional growth, emphasizing the skills I developed and the 

challenges I faced. Additionally, I will discuss the limitations of my co-op experience and offer 

recommendations to improve both the internship program and the resort’s marketing approach in 

the future. This chapter captures the value of my time at Cholchan Pattaya Beach Resort and the 

practical knowledge I gained throughout the internship. 

 

4.1 Summary of Highlights of My Co-Op Studies at Cholchan Pattaya Beach Resort 

My co-op studies at Cholchan Pattaya Beach Resort have been a transformative and enriching 

experience, offering me the chance to apply my academic knowledge in a real-world setting while 

contributing meaningfully to the resort's marketing efforts. I worked as a Content Creator, focusing 

on improving the resort’s digital presence through a series of strategic and hands-on tasks. Key 

highlights of my internship included: 

● Guest Feedback Analysis: One of the first tasks I undertook was analyzing guest reviews 

using ATLAS.ti software. This helped identify common issues, such as outdated photos, 

service quality concerns, and location challenges. Understanding these issues allowed me 

to develop strategies for addressing them through digital content. 

● Content Strategy Development: I played a significant role in planning and executing a 

structured content strategy. Using tools like Gantt charts and content calendars, I was able 

to organize video production efficiently, ensuring that content aligned with the resort’s 

ongoing promotional campaigns and guest expectations. 

● Video Content Creation: My responsibilities also involved producing authentic and 

engaging video content. By filming, editing, and sharing videos that showcased the resort’s 

amenities, events, and real-time experiences, I worked to enhance the resort’s online 
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visibility. These videos helped bridge the gap between guest expectations and actual 

experiences, aligning the resort's online presence with its true offerings. 

Throughout my time at Cholchan Pattaya Beach Resort, I not only contributed to the company’s 

marketing efforts but also gained valuable insights into the importance of digital transparency and 

the need for an authentic online presence in today’s hospitality industry. 

4.2 My Evaluation of the Work Experience 

Reflecting on my co-op experience, I can confidently say that it has been a valuable learning 

opportunity that contributed significantly to both my professional growth and personal satisfaction. 

The hands-on experience I gained in various aspects of digital marketing has enhanced my skill 

set in the following ways: 

● Skill Development: My technical skills in video production, project management, and 

copyright management were greatly enhanced. From scripting and filming to editing and 

resolving copyright disputes, I gained practical experience with every aspect of the content 

creation process. Additionally, managing the production schedule through tools like Gantt 

charts taught me how to balance multiple tasks and ensure timely delivery. 

● Professional Growth: Working with a diverse team, including the marketing department, 

front office staff, and management, helped me sharpen my communication and 

collaboration skills. I learned how to coordinate with different departments to ensure that 

our marketing efforts aligned with the overall goals of the resort. Solving real-world 

problems, such as addressing negative guest feedback and improving digital content, also 

boosted my problem-solving abilities. 

● Career Goals: This internship solidified my interest in pursuing a career in digital 

marketing, particularly in content creation. The experience provided me with a deeper 

understanding of how impactful digital content can be in building brand awareness and 

enhancing customer engagement. I now feel more equipped to navigate the digital 

marketing landscape and contribute meaningfully to a company's growth. 

● Personal Satisfaction: On a personal level, I am deeply satisfied with my co-op 

experience. It was not just a learning opportunity but a chance to make a tangible impact 

on the resort’s digital presence. Knowing that my work contributed to the resort’s efforts 
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to align guest expectations with reality gives me a sense of accomplishment. Moreover, the 

mentorship and feedback I received were invaluable in helping me grow both 

professionally and personally. 

4.3 Limitations of My Co-Op Studies 

While my co-op experience at Cholchan Pattaya Beach Resort was overwhelmingly positive, there 

were a few limitations that impacted the extent to which I could fully explore some areas of digital 

marketing: 

● Limited Time: The duration of the co-op program was relatively short, which meant that 

I was unable to explore every possible avenue for expanding the resort's digital marketing 

strategy. There were opportunities for further growth, particularly in developing additional 

digital channels and strategies that could have had a more lasting impact on the resort’s 

brand presence. 

● Resource Constraints: At times, the availability of resources such as equipment and 

personnel restricted the scope of video production. While we were able to produce quality 

content, there were instances where more resources could have enhanced the quality and 

quantity of our output. Additionally, having a larger team or additional staff support could 

have streamlined the video production process, allowing for a greater variety of content to 

be created within the program’s timeframe. 

Despite these limitations, I was able to make significant contributions, and the experience allowed 

me to learn how to work efficiently within constraints, which is an important skill in the 

professional world. 

4.4 Recommendations for the Company 

To further enhance both the co-op experience and the overall effectiveness of the resort’s 

marketing efforts, I would like to propose the following recommendations: 

● Enhanced Digital Strategy: The resort should continue to focus on creating real-time, 

authentic content for platforms like YouTube, Instagram, and TikTok. Maintaining a high-

quality, consistent video production schedule will be key to building and sustaining the 
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resort’s online credibility. Allocating more resources to this area, including professional 

equipment and staff support, would help elevate the overall digital strategy. By investing 

in these resources, the resort can continue to improve its digital presence and align with 

guest expectations more effectively. 

● Structured Co-Op Programs: Based on my experience, I believe Cholchan Pattaya Beach

Resort would benefit from implementing a more structured co-op program. By establishing

clear learning objectives, providing additional resources, and ensuring more

comprehensive mentoring support, future interns could maximize their learning potential

and make even greater contributions to the company. A well-defined program would not

only enhance the intern’s experience but also help the resort achieve its marketing goals

more effectively.

In conclusion, my co-op experience at Cholchan Pattaya Beach Resort has been incredibly 

rewarding. It has provided me with a solid foundation in digital marketing, content creation, and 

customer relations. Through hands-on work, feedback, and real-world challenges, I’ve gained 

insights and skills that I will carry forward into my career. The experience has deepened my 

passion for digital marketing and given me the confidence to pursue a career in this dynamic field. 
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