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The objective of this research is to evaluate and to recommend the development of service
quality of the elderly passenger in Phuket. The SERVQUAL consist of 8 aspects, including Staff,
Tangibles, Responsiveness, Reliability and Assurance ,Flisht Pattern, Availability, Empathy and
Image. The data were collected in December 2019 from 400 elderly passengers at Phuket
International Airport. In this research, questionnaires were used to collect data and structural
Equation Model (SEM) was used to analyze the data and the model conformity test was
determined based on the Comparative Fit Index (CFI) of 0.930 and the Tucker-Lewis Index (TLI) of
0.917. The results showed that the aspect with the highest quality assessment was Staff with an
average score of 3.87, followed by Flight Pattern, Empathy, Responsiveness, Availability, Image
and Reliability and Assurance, respectively. The aspect with the lowest quality assessment was
Tangible with an average score of 3.49. Finally, the excellent service for elderly passengers is the
minor issue of Image aspect which the most affects to airlines. Recommendations from the
research; An elderly care system should be promoted to respond to the needs of elderly
passengers and promote the public relations of providing services to elderly passengers

thoroughly.
Keywords: Service Quality, Assessment, Airlines, Elderly Passengers.
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