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Abstract

This exploratory research aims to study ; 1)passenger acceptance of service innovations
in airports in Thailand, 2) passenger expectations of service quality towards new service
innovations in airports in Thailand, and 3) the influence of acceptance of service innovations
that affect service quality expectations of new service innovations, by applying service
marketing theory (Service Marketing:7 Ps) to evaluate the quality of service innovations
currently in use and the SERVQUAL concept in evaluating service quality expectations. The
population in this research is unknown. The sample group was Thai passengers who had travel
experience and had used service innovations within Thailand's airports, a total of 416 people,
using a systematic sampling method. The tools used to collect the data were questionnaires
created from theories and related research. Statistics used in data analysis include frequency,
percentage, mean, and standard deviation. and regression analysis.

The research results found that Thai passengers are generally accepting of service
innovations at a high level (X = 3.94). The aspect that is most accepted is the Process. As for
the overall service quality expectations of passengers, It is at a high level (X = 4.22). The aspect
that passengers have the highest expectations for service quality is responsiveness and the
results of the analysis of the influence of passenger acceptance of service innovations that affect
service quality expectations of innovations found that acceptance of product service
innovations has the greatest impact on service quality expectations was Empathy with a  value
of 1.00 which able to predict 100 percent (R? = 1.000). Results from this research, airports or
related agencies can use the results as guidelines for further development of the quality of
service innovations.

Keywords: Expectation; Service Quality; Airports Service Innovation
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aaniaieafunsnevaues Wy szuu Online Wmuié’nﬂﬁmaam 24 §3l9 (x=4.60, SD=0.58)
sosasfe sruauundedolindald (Reliability) Gﬁq;ﬁmamimwiﬂ’mzwLLaquﬂsajﬁmm
ﬂaamﬁ’aLLanL@TmmgmmmTaﬁmum (x=4.58, SD=0.59) wazd1uA1uLd eify (Assurance)
Feilawansmemisilisudeyaiigndeaileldszuunazgunsal 1wu Werlugndes nangndes 1Judu
(x=4.53, SD=0.63) muddiu {lasansiinrmaavisnunimnisuinisdesiian de dunuidesiu
(Assurance) ;ﬁmﬂmiﬁmmmwi’aLﬁaaﬁ’mz%LLazq‘Uﬂsaﬁ fiuszavsnmlunisldauuasiiudeya

1 'ﬁﬁagaﬁauqﬁﬂa%’ﬂm \Wu e-Passport, Facial Recognition tJusu (¥=3.39, SD=1.03)
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4. HaN1TAATIER BNENATEINITERNTUUTANTIUUTNTNENaADAUAIANIIAMAINANT
U3n1sveuinnssunsuinswuulng nan1siasisideyauanuasund uwagdauusdasennaalu

daseronu laedlan Correlation (r) Lsiiiu 0.75 wanwHaRIR1S19N 3

M1319% 3 BVENaveINIsEeNsUNIANIIHUINMIdHanaAuAIanTInMn NI SUSNSRUUln

Variables Tangibles Reliability Responsiveness Assurance Empathy
p R p R p R p R p R
Square Square Square Square Square
Product 0.212 0.430 0.311 0.095 0.205 0.040 0.053 0.000 1.000 1.000
Price 0.206  0.040 0.295 0.085 0.219 0.046 0.092 0.006 0.630 0.395
Place 0.183  0.031 0.354 0.123 0193 0.035 0.105 0.001 0.524 0.273
Promotion 0.204  0.039 0.235 0.053 0161 0.023 0326 0.104 0.116 0.011
Physical 0.246 0.058 0.106 0.009 0472 0.221
0.235  0.053 0.265  0.068
Evidence
Process 0.344 0.116 0379  0.142 0317 0.098 0.148 0.019 0.628 0.393
People 0.261  0.066 0.315 0.097 0.233 0.052 0.012 -0.002 0.500 0.248
**p <0.01

91N913297 1 Anwdvnavesn1seansuuinnssuuIn1siamananuAINnIInuAINNI3
USNI5URIUTANTSUNISUS NS UU TN A28N15ILASILHNIT0A00Y NANTAUITIEAIU 991 1) 91U

WA nAel (Product) 18vFwasenua1andinmnInn1suSNIsUINTan A N15e01993ala

=

(Empathy) (B=1.000) @wnsaviunelasesay 100 (R? = 1.000) FansueusuuTanssuusNIsAIL

[ a

NARAILALTY 1 NUIBEINALTAIINAIANIINITUSNISAI UMD LALANTUMNAY 1.000 H7e

)

G'ﬁ'@ﬁm'ﬁLﬂuﬁwﬁwaiuizﬁwmﬁqm 2) U511 (Price) 18nFnanean1uAInniiANAINNITUTNNS
mmﬁqm Ao mswdadnla (Empathy) (B=0.630) awnsavinunelédesas 39.5 (R? = 0.395) $3n13
pouSuNTANITNUS SRR ANTY 1 e dwalianumaniinisuimsmsdnianlafiaty
Wi 630 wiae Gedeorndudninaluseduuin 3) druaniuil (Place) f3vEnadoninuaianda

ANNTNNITUINITUINTIGR Ao fie n1swidedsla (Empathy) (B=0.524) anunsaviiunelisesay 27.3



Journal of Roi Kaensarn Academi 763
U 9 adun 7 Uszdnhounsngiad 2567

(R? = 0.273) F9N1580USUUIANTTUUSNNSAUADIUTMMANTU 1 K118 F9NalHAUAIARIINITUSNNS
v Y =2 a a' di{ 1 [y} 1 d'* = 1 < a a v} % 1 a
ANUNTITLINDIAN L ANNTUYINAU 524 KUY FID2IWUUDNINAIUSLAUUIUNA 4) AUANTALEASLNIT

¥1¢ (Promotion) 48MSWanoAIIUAIANIIAUAINAITUTNITUINT AR AD N1TEITAIULY BLTY

(Assurance) (B=0.326) ausavunglddesas 10.4 (R? = 0.104) Fanseeusuuinnssuudnseu
nsdnEsunsBiuTy 1 e dwalianunaniinisusnsduanudesuiisiusiifu 326
wiae Fefiorndudninalusziutios 5) sudnwaznisnienin (Physical Evidence) fidn3nase
mmmwi’qQmmwmsu‘%mimﬂﬁq@ Ao Nswindednla (Empathy) (B=0.472) awnsaviungla
¥ovay 22.1 (R? = 0.221) Famseeuduuinnssuusmseudnyaenamen miindy 1 wie diwa
Taumensausnseumsinddaladutuwindu 472 wie Fadotndudviswalusssutiunans
6) AuUNTEUIUNTS (Process) ﬁ@w%waﬁammmwi’a@mmwmw%mﬁmaﬁqm Ao Nsnnednla
(Empathy) (B=0.628) anunsavihungldesas 39.3 (R? = 0.393) Fenseensuuinnssuusnisniu
ASYUIUMSIILTY 1 e dwalinisaaniusnmsnsaanladfiatuviniu 628 mize dsiein
Judndwalusyauun 7) auminau (People) ﬁ@‘w%wa@iammmw’j’q@mmwmsﬁ%mimmﬁqm
Ao n13idednla (Empathy) (B=0.500) anunsaviunelddesay 24.8 (R? = 0.248) Fan seausy
WinanssuUsnIsausIainty 1 mhedwmalinisaianiusmssiuanuundefelinddaiuiy
Wi 500 wihe Fededndudvdwaluseiuliunans

IINHATAUNUIT HANITIATIZABNTNADIN15HRUSUUTANTTUUS N15T danasnanIny

AANIIANNIMNITUINSTRsRInnTIUNSUSMsHULInY denndesiuauuAgIuiagl]

a = o
anUs1eNansIY
av a <@ o o o a o &
NAN19IAYUUITLLAUANAYUINIBAUT BN A9l
1. Msveuiuvesrlavansndideuinnssunisuinisluirenniaeuvesusenalng Anwilay
wqwﬁmﬁmamu%‘mi (Service Marketing:7Ps) wmfﬁmsaau%’waqsﬁmamaﬁﬁ&iaui’mﬂﬁmmi
U3Ns amsadeglusyiuinn lneaungeusuuinde a1unseuIuns Neilillesann iaseseentng
lnsansuazinefnduniszdnlud@ (Kiosk) szuu e-Passport iuszuuunazgunsalfienuisainy

azaninudlaeans iidlasaisantuneulunszuiunis Check-in wazldiianlunszuiunisil

=

ANAY YIFAARBINUNNTIFENNIUN1UD9 Natocheeva et al. (2020 : 159) Wu31 ASEUIUNTTHUAYY

laa o ! al

H1udAviadnafnagnaIunssuNIsviewfil 1er1ngnAlasunnnINAITUSNSIATY Wa19

571919v99RNTANNTY e bldenrassnun1sAnew1vae James K.C. Chen et al. (2015 : 219) wun
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oAnuTatuRoUNTUIMITAIR UM SnwIATIaendE
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Aeafunsiuimslinuszuunazgunsalmeluienniaeuneunisldauads i lavan TikTok

[y

Facebook tfudu dsfunsiunisussuduiusiudoladoadiforaeliglasarssuifeaty
uinnssuuinindiiudy aonadastuauideves Eun-Ju Seo and Jin-Woo Park (2018 : 36) wuin
nanssunseanavuleleaiinelinasenisiuivelavans lngfianssunisnainvesaienisiuing
agafitedAysian1siuinnanuaivesananistu naansuansliiiuinnissuinmanvalvedasnis
Juilnasionsuensoagluseaugs
n93edaliiuin Alagansuausuuinnssunisusnisuag anansalduinnssunisusnisme
aules LilesansruulazeUnsaltisanauinszuaunislivinng laglidessesunisuinisan
WiIneu 1Y A3 oentRsHIuT ue N A uSALTA (Self Check-in Kiosk) 1a3 as5udunisy
Smluiif (Self-Bag Drop) ns Check-in Online szuu e-Passport «Jusiu usann3deluefndiniuun
vl wigunsaltisannailuuniees uwideiduGeseseuasafoglasasanusasouas
THandunszuumsdananld esnanudasafudwmasiesilasasies aonadesiuanideves
David Gilbert and Robin K.C Wong. (2003 : 519) wuin ;ﬁmamﬁmé’uﬁumﬂﬁmmL%aﬁULﬂuﬁa
mMsusmsfidaydign esanglagansiienuinasunianaond
2. mwmaniasionunmuinsvesglasasiislrouianssunsuinisuuulmiluvinenniaey

vosszmelng AnwilagiuwiAnAanmuinig (SERVQUAL) 5 A muiglagansininuaiands

'
=

wniign en funsnevauss flasanseaniafafunisldauuinnssuuing Wy seuu Online
THulsmniinasn 24 $2lus 1lesaniaquuiadinveslagarsamsnidrdeszuu Online itu
guUnsalnmsdeansldyniinnna Swilidummevaussduduiiflaeasianumaviainign
aonndesiuNUITeTiiuanYes Miles (2005 : 39) wuin uinnssunisunisdnlvafihuldlugsia
wazifugshefifiFoswesnudunuszneumsliuinnssunisudnig Wy gsfasuguain gsRafuiin
warnsliuinisagluvitornmasy esniiujduiudiugnéuassTdnilfaslusedugs sas
aonAdBafUNUIToues Martin-Cejas (2006 : 874) nud1 AuamANsUIASTIite MAsuiidauaiis
arasziulalitudlanans Ssonaadieuussiivlandausnuiearadunmslduinimionmasiu

ATIEAYINY
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v A ¥
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aa v v =
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Y a = -dl ! 1 a 1 ¥ ﬂl
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@ a A Y Y = a a Y @ a
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