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Abstract

The objectives of this research were 1) to study the types of service innovations in
hotel businesses that respond to changing customer demand; and 2) to study the concepts
and analyze the development and management processes of hotel business innovations.
The research methodology was qualitative research with the population and a sampling
group of the managerial employees of 240 three to five-star hotels certified by the Thai
Hotels Association (2019). The in—depth interviews with 25 managerial-level employees
were conducted by convenience sampling. Interview forms were used as a research tool.
The data analysis was based on content analysis.

The study’s findings revealed that: (1) managerial-level employees stated that
service innovation that hotels successfully implemented could be classified into five
categories, which are as follows: 1) Technovation, service innovations related to technology;
2) Touchnovation, service innovation with care and customer—centricity; 3) Thainovation,
service innovation that includes Thai characteristics; 4) Teamnovation, service innovation
resulting from collaboration; and 5) Themenovation, service innovations related to
storytelling communication. (2) The second finding was that two concepts could be used to
integrate innovation development and management: 1) the concept of structure, teamwork,
and innovation management using the fork model; and 2) the concept of synergy theory,
resource management, and personnel development in the hotel business along with service
synergies under the same direction of innovation management policy. This led to a new
concept and theory derived from the process and research results, namely the “2S Model,”
the theory of innovation management to enhance customers’ service values for hotel
businesses. It consists of structure, the visionary management of a new generation of
innovative organizations, synergy, and the integration of services under the same direction of

visionary innovation management policy.
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3. ufalne (Thainovation) uimnssunsuinsiinswaurauaudnvazaudulne
Fanud gefalsausululszimalneynurisldiendnvaliaudulnenaunaiuiunisuinisny
wnsgruanafunilslugauns Wy nsanussaauil dsanuuniinay anwdudindneld
ASosPLArTIENI TN IR ANTS Tanssudssind uenumeaniasing 9 vhli
anénlszaunsaluasdiuialdfannufuuvivesnsuinisedsiiuinnssuvesvesduiiuniou

4. uinAnz (Teamnovation) uinNssUNISUINIAARINMSHINAEwhaus LAY 5379
Twsudugsiafidossimandnddsmnninmuyndefotihthuuasndatiou msvssaunumelu
wazareuenimuddyet1eBe fatunsaiinfidalsvannusiniu Fafunilslunguaddni
vilvgsausraunmdse msgninaulitgane vhaususuailoududvessausy

5. ufaanind (Themenovation) uimnssunisusmsitisadesiunisdoassubessn
AouUdradlsusy 303517 nsanuss andn Wundduiideddalunsinauladendiinues
andn deumnlsssufinisdeansisgnéneguan 4 iu n1dFes (Storytelling) Auvlesiines
Tusa nmmiduandisilile fngavlulyevnsainvfueesuniavesyuvu Kunisdoasvig
Tedoaiiis msmanauaglusTudumanianie 4 waril annsodelignéiuinisuinisiilausy
aSsassduarinnduensdumnssnfioaiamugniussniegniiulsusuldifuosned

TguszasAta 2 aN1TIATIERUUIAANTZUIUNTHAINILAL UM TUIANTTUAITUIANS
vaal3aIy
AuTmslssusuadsaesiuleutendau Insivuaddediag Wusia wavaArloundnues

=

o9ing ilelmdnenildtuuamdunisuimsiamsuianssuaudiguinsidlfleuely deu
wililuthdsdfyfiinadonsuimsuinnssude Tasadsiinadindes WelinsufoRauves
wiinudaadaneuuazadosunarlunislviuing Fadudnuazvesnisuimslasiaiisesdng
yosgsialsausilugalnlilvienuddyiueuuiisveulunshausuiu eAndumuianssu
msusmslnivesgsnauuuduibe

wanantannsduntvalidednnuin fuimslsusumsienugsfuduuuuedisiing
fvuaulsnneuaznufiinsaiassduinnssuditaeu uasdmudninnsuimmineinsua
nsiRIYAaInsYegsnalswsuswiuwuuntnmdmsiiusmsnelauleuienisuimsuinnssu
Wluirmadeatuiuiidiuddededs nsilswusuazadrauinnssuuasdszaunnudnsals
Fosfimsfilowagniinidaainyniiy msamusssulafuiunisssynilenoumneay seau
arwAn ursvdoudsiiudoya Wewaunmsuinslifuauitudes 4 aunsanevauesaudy
dhuypravesgnéIINTY uazannsnad e ufielalitugnéuuuaalaiis

MnnsdunsalfmuinitunAaFesnssuiunsiauiuaznmsuimsuianssunisuinig
YBIFINALTWIUANIN 2 winfiameiume
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1. WuIAAFEY Structure MFBuUIAANTUTMIUTANTTUMIBNTUIINSIATIETIB3ANTYDS
ganalsausulugelul Al¥anuddyiuanuiuisveulunmsviusuiy WeAafumuinnssu
msusnsivvesgsfawuuluba Tlassadsiivnunisuimsuinnssulaeyssgndlivesaluma
(Fork Model for Quality Management) namfefisiuthgudmssedugerinusidovied uloune
Aeafuuiangsy fnanaiduimsssdunanauasninanunisnyfifuarainsassduinnsuiifiem
wanlyl Usuussnuiviliiduese uasfivare gnénldsuuinnssunisuinisedieussiivla
wazaennduslduInsean

2. wuIANEDY Synergy MIOUUIAANITUIMITNINEINTUAENITHAIUIYARINTVBITIND
Tsaususduwuunaudenistivinsaelduleuisnisuimsudnnssullufianiafesiu
finnuddyednsdslunsaiisiausssuuinnssuvesesdns guimslsusuaivayulininay
vhauseauaisassegiae winmulsusuvianudldfuneunneegswiuduuds fdaus
fiaszlumsrhauuasAnnisusulaimshauliitusasanat dannmsdunvaliBednuay
NIFNUNIUITTUNTIH NUTTUNTEUIUNIHAUNALUUTINAIEUY NULUIAANTZUIUNTHIMU
uinnssuiiininausauiioveandielaedl 42 dupou Ao 1) nisUssyIUEY SEAvANes
s21AU (Plan) 2) N1508NLUUAITIAUSAS (Design) 3) NsAnwAaedliusng (Study) wag
4) nsasiieadeassduianssy (nnovate) lolduinnssudunuy (Prototype) udafianunsn
thutanssumsuinmstuanliuinisedisdiuinnssusugnéndsd 1) THusnsgnérediedainasgu
(Standardize) 2) lWusnisgnAneeaienlald (Empathize) 3) WusmsgnAmmuanuveuduyana
(Personalize) uay 4) Wuinmsegnsansigndild suiaatiufinenureudiuyenavesgnéiiaue
(Recognize)

wuaARilduNaINNTZUILANT UATHANNTIAY

NnMsEuAEalEEnUI MaiansuImMsuInnssileiunaAnsUINsTRLAgNAY
yesgsialssunilulszmalng IouunAanguilmifiiaannszuiunis uagswansidufeuuiin
mMsuImsuianssuierfiugueinisuinisliungnivesgsialsusy (25 Model) Usznaudae
FoNYT “S” 2 @ A Structure wag Synergy éﬁ’qgﬂmwﬁ 1

Structure
ASUSUITIATIAS1999ANT
eI TATIUIRNTTY

Service Innovation for Hotel Businesses
_I_ wIANTIUNITUINTEMTUSINALIWTY

Synergy
MIsnaUNE A iioadnassa
wInnssuNSUSIS
melmdeirmineany

i a a (% a a b “« )
a1WN 1 LL‘H'JﬂG’]ﬂ'ﬁ‘Uﬁ‘Vi'ﬁ‘lﬂG]ﬂﬁﬁllﬂ"liUﬁﬂ'ﬁ‘U@ﬂﬁﬁﬂ‘ﬂIﬁﬂLLﬁlIWJEJ 2S Model
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lngansedAn IRy Y Usenaume

WIANIIUNITUINT (Service Innovation) visngfis NsUnaUe WEASMLI WAENTZUIUNTS
nsliusnsiiliundidnsin Ailusaundaunti ununuithu uasununesuaziniosiu el
anAlandoululssusueg wazanwarUaoniunaonssesiaInow s¥nINe wasnaINISIIND
Fuduuinnssumsuimsilsusuvareuisiheguds uasvninvieadioamuinduGesmifiviuarts
Ateinduniull (Newness) AuAUMINEWIIS R TN SN

N13UTMTUIANTIN (Innovation Management) Mgl HUIMIIEAUGURIlIsUINY
rinlunsuImsesAnsyalml Ae dnisimunideriag susia Fdey weuignisadeuinnssy
N15U3N15 (Structure) Wwandnaumnay agldnisuiinidswemdnausuutiuaisanu (Syn-
ergy) Wloasfamsssuuinngsy waztiteviilignéldsuauiionelaguannasnszeznanmsdiin

Tulssusuagnavunlgusnisdn

dyuna
msuimaduiladdyuesssialsausuiifidrfunsuinisdesnislaunsuinisdaign
dausifinousniindalsusy Gududnisdeusu dadudiiosinaunseitisenainlsusy wiine
Tsususasnisliignénldsumainaouegaiifigauasifian warnisuinismdrdannsanuldyni
usilrmazBenseusineiu ULUUNMIUISYeslsausy nszuIuMsTRUIMSTiuandaiy @1ansn
ylsignénfianelanasldindounniu Auvdridaduuinnsalinield nisliuimaiuigné
At mshiusnsuuuitiuanuludyena @a daduuinnssuanulnivie Newness 999
Tasutiuau lafly Newness luangmaaslsusuusdonduresgnd faudHinisuinistonaasinl
Tuafausn wiaglviuinisen q audaduendnuaivesnisuinig wu mandnifeuiugnidede
msandinuveunarliveuvesgnAviensaauinns sl iiundnsusinin nsadisuianseu
T unszuaIunsn1sliusng Wy nmsdrsesiesingredomalnl o WJudu fady winnssy
n15uin1g Jadndudeaduuinnssuanulml (Newness) luarusdnvesgnan “lval 19 Taw”
Tuguneswegndn lswsudesdinsyuiunisimuinisuinsaaoanawuurseluregly 1wunis
Wawndaduiuazgnisuinisiaulvdyarlniaufaendnualvenisuinis wavaiunsaasng
gugndiinadndnduasnduanldvinisedwaiiane Snvadafsgagndlvsiarnnisuensoau
Juutanssunsuinsitadenudaduliiussialsaniuiian uinnssunsuinisdamgalaild
Fosasflevhegsasinaue dnsimuiuassosondansetunuifaues Schumpeter (1961) Tuies

NNSYINANBLTIES19@55A (Innovative Disruption)

RIGIGIIE

1. fusznevgsialsusunasiinususng 9 am15adinnud JULUULYININNTUIMS
uinnssunisuimslulildeidluuiumedsusy Gasilvigndwianiuarlmifmelalunisuims
uagndunliuinisen dadumsaienudeiuliiugsia
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2. fUszneuMIEsRady q erauwAnildnmsiselussendldle ludesnsaiisassd
Faussauinnsaulueadnsgsfauinig Ssdndudedivdnmsfimviuuniunnududui wu
gsfv0IIwAzIAIesAL Wudy

3. gehalsausuannsaunAnluFosmsuimsuinn s lUidiamuaraisassduinnseu
MsUimsHunsTdnmvesiinau welidnaufinnugilalunmsujiRnuldiunseousu
1NgnA iilusiuLazduIIg wagiegailigndivedsusy vegnérdiduiinreadies
uazgnAfssRafiAsatedldunisuinssuuuuln q Aansaneulandanudenisuesgnii
waziinauienelalunsuinisuuuanelids @nAdimadenlunissuuinsanlsusudisingly
uinnssueganeassdlunisuins saudnismainusy maknieu wazUsyandamnisinau
wuuiusinsildiuUslovisuiudenslfvegiia

4. 9n3¥n1siaginiTeanusadnFULULY WUINIINSIAILINITUSIISUIANTIUAITUSNNS
dwfugshalsusilulsemalnglu@nwidesonludsdnsiold eliiAnesdanuisunisimm
uazmMsUIMsLinnssudmugsiauinisdnunsdu 9 FensiTednunrtagyiilFaoiunisfinu
AuNslssILaENIsUSNsEINsaaLmvangesivivadensatuaudein skazmsuans I
USnsgninetneiiuinnssudeainsgauneliifussialsusy uazhlugmsasenamls uaznsam
\rswgRanmgmamMnIIINsUSMsvesingluszezeneaddy
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