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Abstract

The purposes of this research were to (1) study the service quality level and service
innovation (2) compare opinions towards service innovation of elderly tourists classified by
personal factors (3) study the influence of service quality on service innovation and (4) explore
the potential predictors of service innovation. The samples were 400 elderly tourists, who
used the Suvarnabhumi Airport service. The tool used in this research was the questionnaire
and data were collected between October 2019 and February 2020. The analysis included
frequency distribution, mean, t-test, F-test and multiple regression analysis. The results of
the research can be summarized as follows: 1) The service quality and service innovation
were found at the high level in both the overall and individual aspects 2) Regarding the
comparison of opinions towards the service innovation of elderly tourists, it was found that
individuals with different gender, age, marital status, educational level and monthly income
did not have different opinions at the statistical significance level of 0.05. 3) The study of the
influence of service quality on service innovation revealed that service quality influencing
service innovation was found at the high level (R = 0.738) at the statistical significance level
of 0.05. 4) Results of good predictors of service innovation showed that there were 3 good
predictors consisting of understanding and knowing customers (TQ5), customer response
(TQ3), and the concrete aspect of service (TQ1) which influenced service innovation at the
high level (R = 0.734) at the statistical significance level of 0.05.

Keyword: Service Quality, Service Innovation, Elderly Tourists, Suvarnabhumi Airport
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