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Abstracts

After the COVID-19 pandemic that affected Phuket Province's four star accommodation
business to recover slowly of service performance and obtain the lowest certification for
tourism accommodations among establishments offering three to five star accommodation
business. Service innovation can make a difference to the accommodation business back to
strong growth and survival. This research aims to study product innovation and service
processes innovation development to increase the service performance of the four star
accommodation business in Phuket Province. The qualitative research was carried out by
preparing the research tool as a semi-structured interview and consisted of in-depth interviews
with 29 key-informants from the general manager, food and beverage department,
housekeeping department and front office department. This study used the purposive sampling
method as well as researching and collecting information on the internet, articles, books,
related research and various documents that are secondary data used for data analysis and
thematic analysis. The results of the study on product innovation development include
development with five senses, the uniqueness of the accommodation business, and creating
shared value between service providers and clients. Service processes innovation development
includes human resources development and technology development to increase service
performance with sales, market share, client satisfaction, repurchases, and increased use of
services.

Keywords: Innovation Development, Product Innovation, Process Innovation
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