¥ L7 1
ﬂ”l%‘@ﬂﬂ”ﬁu')ﬂﬂ?i&lﬂ”ﬁ?‘l’iﬂ%ﬂ”ﬁaiﬂf:lﬂ’ﬁ ﬂﬂﬁﬂﬁﬂﬁﬂﬁﬂﬂﬁ%ﬁpiﬁmgﬁ

Passenger Service Innovation Management of Suvarnabhumi Airport

4 ¥ d g o <
AnBuun Unuifedasnn, nanu lnavEsna®, §ann ndnees® uas 1mgns wnausesnw’
Sittinon Pannimitjitsaman', Pakkamon Phokatirakul®, Thitima Holumyong?®

and Chawarit Chc:osc:engrot4
INFEUIANIINANTIANTT InAnedamaluladsmeaasaulnduns
College of Innovation Management Rajamangala University of Technology Rattanakosin, Thailand

Corresponding Author, E-mail: 'Sittinon.pann@gmail.com

Received March 29, 2023; Revised June b, 2023; Accepted October 4, 2023

unAnga

squnalatmalinioiniremgisang il uniinimemmdneesasmme Wugusnans
Wﬂwﬁyﬁumiﬁu?uqﬁmﬂm@ﬁu Funumidi International Gateway Tﬂﬂwﬁﬂﬁusfﬁlﬁu Transit & Transfer
Hub 2897 AN AsdniumasiiniaingUuuunisuanadansuinnsaunisius nney lnsaned &
Uszansamanlaunnasnfiue Tﬁyﬂmﬂ@ymﬁ’u"?uwmiLLﬂaﬁum@gﬁumﬁﬁuﬁ'ﬁmm‘gw,lfmsfu
aaHNI0iTagii uazsnsunaeuulasiiauisduluenan neldeildnguarasa 3 Usznis
(1) WEmATERIALNNNST AR sNnIT A My laeas vemianniAsugaTsin s (2) e

srylnIadanIainnasnITMLEN1ay InEAS 999NIBINAEEITI0IR uAY (3) L BiauD
g‘uLLUUﬂﬁﬁﬁmﬂﬁiuf?mﬂiﬁuﬂ'ﬁsfﬁu’%mi;ﬁmﬂmﬁ ﬂﬂﬂvﬁmmﬂmumﬁmgﬁ maAdeiiunsAdeide
AU 1 nBAREETY S 16 A TALn W9 U3EM naennAsuing daia ama) daou
6 A wazy e leuananeIn AT IR Sauan 10 An fusausInteyalaelynig
AunEoidein uarnsdunpnisoiluuiausenuazluiaousan Anssireyalagnisiaansi
LA

WANI9ATE (1) uUNNIsTAnITudiansann1anuinagy lnaans Usznaunae wlauns
AFTUNDIN NANNTT NTTUINNITANANING UAZMUIEIIUA S URATEUATNITTANITUTAN T TN
(2) Toyrinsaaniansansss Usznaumas (2.1) @ym@yﬁqmﬁﬂi wuan nrasaanlanngilx

sanAansiuuunnislasuulandasaniivatesduneulunisdnines (2.2) Aunagns



660 | 113819UINNTINNTANEINALNNSISY D91 8 AUV 2 wenau - guieu 2567

BIANT WU m‘jﬁﬂﬂ@qwﬁmﬁgjﬁ%q%ﬂ Lf‘immﬂw@ﬂﬁ:wumﬂﬁﬂqﬁimﬁm ~ 19 fifinalanamuna
sialan (2.3) aunisfiaausan wuan winemluszduufiaennisdaousanluniadngnle
(2.4) AimsnsaaNeIAns wuan srungUdnniiuguassafiddn unsimdnnasmaly (2.5) A
Tr99891989ANT WU9 TAs9ns9asasAnsfifizwn e Bnfnfiussunsnenis vnbAnaasansn
Tunnaduimm uaz (3) sUnnunsdnnsudnngsnnITiuaniay lngsns Ae nedEnlusnin
fail (3.1) riwaadudenin Sannzpindeensemans isinuEmaniawdsuulas (3.2) fnns
nsurunagns ey MasanassiuudunresRinaosfiinisnaeunlas (3.3) alonaaluy
Aaaulendalafiaanaanluniadnnisudangss (3.4) 5 NAIRENT NIZENA BN AWIBIANS

v P v ! '
AITHY A PEWTTTH LR (3.5) Tﬂi\?ﬂﬁ’]ﬂ"ﬂﬂﬂﬂ\‘iﬂﬂ‘jﬁl’ﬂﬂﬁﬂu’](ﬂﬁL“V?N’]Ziﬂ?»l TN Lijuﬂﬁ‘j:i\ﬁllﬁ‘ﬁ:i?»l’]m

FrUURDESTIEALEL

ArdATY: BIANIINNITIILENNS; NMITANIIWTANTIH; NBINIAETHEITIINH

Abstract

The government has designated Suvarnabhumi Airport as the country's main airport. Being an
aviation hub in the ASEAN region, playing the role of an International Gateway by pushing it to be the
Transit & Transfer Hub of the region, it is necessary to adopt an innovative management model for
efficient passenger services in operations in accordance with the context of intense aviation competition
in the current situation and support for changes that will occur in the future. This research has three
objectives: (1) to analyze the context of passenger service innovation management of Suvarnabhumi
Airport (2) to identify passenger service innovation management problems of Suvarnabhumi Airport and
(3) to propose a model of innovative management model for passenger service of Suvarnabhumi Airport.
This research was qualitative research. There were 16 key informants, including 6 employees of Airports
of Thailand Public Company Limited and 10 passengers who used the service at Suvarnabhumi Airport.
Data were collected by in-depth interviews and participatory and non-participatory observation. Data
were analyzed by substantive analysis.

Research results (1) The context of passenger service innovation management context consists
of policies, criteria, principles, operational processes and agencies responsible for innovation

management. (2) Problems of innovation management, consisting of (2.1) For the organizational leaders,
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it was found that delayed decision making was inconsistent with the changing context because there
were many steps in the operation. (2.2) In terms of corporate strategy, it was found that the
implementation of the strategy was delayed due to the impact of the COVID-19 crisis that has closed
airspace around the world (2.3) In terms of participation, it was found that employees at the operational
level lacked participation in decision-making. (2.4) Regarding organizational culture, it was found that
the patronage system was a major obstacle in adopting innovation. (2.5) In terms of organizational
structure, it was found that the structure of a large organization attached to the bureaucratic system
causing delays in operations and (3) An innovation management model for passenger service, which is
an initiative in the following issues: (3.1) Leaders must be professionals strategic leadership become a
change executive (3.2) There is a clear strategic plan in accordance with the changing environment
context (3.3) Opportunity for stakeholders to participate in innovation management. (3.4) Create values
suitable for organizational development, moral knowledge and (3.5) the organizational structure must

be appropriately sized, not a burden on the budget clear communication system.

Keywords: Service Innovation; Innovation Management; Suvarnabhumi Airport
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