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ABSTRACT

This mixed methods research aimed to 1) study the influences and factors of digital
marketing, big data analytics, E-CRM capability practices and innovation capability that affect to
organizational performance at the .05 significance level 2) validate a causal relationship model
of digital marketing, big data analytics, E-CRM capability practices and innovation capability that
affect to organizational performance of hotels and wellness resorts in Thailand for elderly tourists
with the developed empirical data, and 3) present the model of 3-5-star hotels and wellness
resorts in Thailand for elderly tourists. In the quantitative research, data were collected from the
sample population of 500 hotels and wellness resorts. The instruments used were questionnaire
and using multi- stage random sampling method. Statistic used to analyze data was structural
equation model. For the qualitative research, 22 key informants including, executives, managers,
and other supervisors or representatives of hotels and wellness resorts, elderly tourists, and
expertise in the subject matter, and they were used for in-depth interview with purposive
sampling and later using content analysis.

The research findings were 1) Digital marketing, big data analytics, E-CRM capability practices
have directly influence on innovation capability; innovation capability has directly influence on
organizational performance, 2) The empirical result was X2 = 618.88, df = 146, X2/df = 4.24,
RMSEA = .043, CFl = 94, GFl = 94, AGFl = .91, and 3) As the result of research, the AGING WELLNESS
model to leverage the innovation capability and organizational performance of hotels and wellness
resorts, focusing on the development of digital technology capability practices with standards to
promptly respond to the needs of elderly tourists.

The knowledge gained from this research is an educational model that can be applied as
guidelines for managements in integrating a higher level of digital marketing, big data analytics and
E-CRM capability practices to support innovation capability, including combining the application of the
AGING WELLNESS model leading to more effective management of the hotels and wellness resorts,

resulting in higher performance.

Keywords: Digital Marketing, Big Data Analytics, E-CRM Capability Practices, Innovation

Capability Organizational Performance
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