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ABSTRACT

This research aims to study (1) factors influencing driving the elderly service
business in the digital economy era (2) relationship between factors influencing driving
the elderly service business and service quality in the digital economy era and (3) to
propose guidelines for driving the elderly service business in the digital economy era.
The research methodology is achieved by collecting data from literature reviews,
related research, articles, and online databases to synthesize the influencing factors
driving service business for the elderly gathered information for analyzing and
synthesizing based on the SERVQUAL concept. The result found that the entrepreneur-
focused factor, the innovation and technology-focused factor, and the networking-
focused factor have an impact on service quality and has an influence on driving
service business in the digital economy era where all three factors are related to each
other. The guidelines for driving the service business for the elderly according to the
5-dimensional service quality framework, are having equal service, periodic evaluation
and treatment planning, service standards, clear operational guidelines, designed area
to be appropriate for the elderly, a backup system ready to serve at all times, and

analyze the needs and expectations of the elderly.
Keywords: Service Quality / Elderly / Digital Economy / Service Business
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