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ABSTRACT

Before COVID-19 outbreak in 2019, it is the core value of airline’s service to provide
check-in service to passengers face to face. However, due to the global pandemic of COVID-19
outbreak, it is expected the airline service in the future would be dramatically changed from
being contacted to being untacted with technology-based self service(TBSS). This paper
analyzed the perception of passengers using self service technology and their acceptance.
According to empirical analysis, it was found that the change of passengers perception after
COVID-19 has a significant positive effect on the innovation of TBSS. The innovation of
TBSS(Effectiveness and certainty) had both significant positive effect on the passengers
acceptance on TBSS at airport. Among variables of TBSS, convenience rather than usefulness of
TBSS had a significant positive effect on intention to use TBSS of passengers. It was proposed
that airlines not only contribute to increase acceptance of TBSS but also inform and promote
the prevention effect of TBSS and the importance of untact service to minimize congestion at
check-in counter in airport.
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1) C, Isidore, “Airlines will struggle long after passengers feel safe to fly again”, CNN Business, 2020. 10. 27.
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2) CIQ: Customs, Inspection, Quarantine.
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3) IATA Global Report, Air Passenger Forecast IATA, 2015, www.iata.org/pax-forecast
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Table 1. Results of confirmatory factor analysis
Observatory variables and latent variables Sta.ndard SE CR | p | smc
estimate
- SfQjollA] A hE A oA S —~ 739 .062 13.857 .546
LAY At 509 Slgiold FgelAe Ft | — C;‘gf o18 | 066 | 17.458 842
- 9 BAGTL 1007 Rl FBAAL F7H| —~ 811 - - - | 67
- A7 A7t SAE T FFoiAL §435] U | —~ CIo .682 .047 13.714 466
- 79 wlkoR A} Helt sk FFAAL FH| — | A@zx | 913 - - - | 834
- COVID-19 AN glole JgoiAe 57t — | 5% 863 | .048 | 19.807 745
[ 2APE 1) 344 A%t Bagh B 833 - - - | 694
- YBAE 9 g5A5E AP0 Adeor @ | - 811 | 053 | 16594 658
- PP SRR A gele BAS Sor F | —~ | FE ¥ | 785 | 053 | 15.805 616
- FBAE I S EAS) sfof g -~ 840 057 | 17477 | 7 705
- F5aPgo] EFeAYt god JFof AL I | —~ .841 .057 17.526 .708
- AZAHAT]E Hof| - HlEE TAa - .805 .071 14.894 .648
- ATAEA7E Go] HAQ) IR &= FF - | #EE4 774 079 | 14203 | ™ .599
C ALAEATES 449 FF IS HAE | — .798 - - - .636
S AnEAT|ES SRE A E A oilo] 7| — .847 - - - 717
- ATAHAT|ES AR AR o B SAS A2 | — | A4 .780 044 | 16214 | .609
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Fig. 3. Path analysis results

Table 2. Results of confirmatory factor analysis
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