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Analysis on Passengers’ Acceptance of Self Service Technology at

an Airline’s Check-In Counter focusing on MZ and Gen-Z Passengers’

Perception
Ok-Myung Seo’, Ri-Hyun Shin”

ABSTRACT

This study analyzed the acceptance of new technologies mainly for passengers in their 20s
and 30s, and empirically analyzed the differences in perceptions between groups on how other
generations show differences in terms of technology acceptance unlike these generations.
Based on the results of this empirical analysis, this researcher suggested implications that
airline self-service technology can be generalized so that passengers can use it quickly and
easily at the airline check-in site without any inconvenience. According to empirical analysis
using ANOVA, Only the efficiency and certainty of self-service technology will not be able to
obtain technology acceptance that all age groups agree with. Although positive intentions to
accept technology have been confirmed from the MZ and Gen-Z generations, efforts to
improve self-service technology that can be used easily and quickly by all generations are still
showing differences in perception among passengers in their 40s or older.
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Fig. 2. Distribution for one-way ANOVA

Fig. 3. Levene’s homogeneity test
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Table 1. Arithmetic means across age group for self-service efficiency

AR B (AnAHA 7] A 584) GenZ MZ 4008 | 50t o)A
El) AZAHA7]ES AA7ReE 33t W SHEE AAAXITh 4.163 4.046 | 4.000 3.815
E2) AnAHAT]IES 9] & H7|AHE EolEt 4.400 | 4.232 | 4.212 4.061
E3) Auxu|A7|s gof g5 A3 £i7t bt 4309 | 3.965 | 4.031 3.753
|27

E4) AxAn

a2 3G W o449 AR & EES £

4.236 4.244 | 4.202 3.892

1) €4 https://datatab.net/tutorial/levene-test
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Table 2. One-way ANOVA and Levene's test for self-service efficiency

= AF A YAl F-value p-value Levene's 534 A%

o7t 3.871 3 1.290 1.545 203 .033
E1) AU 247.126 296 .835 - - -
A 250.997 299 - - - -

-7t 3.433 3 1.144 1.801 147 .023
E2) - 188.047 296 .635 - - -
A 191.480 299 - - - -

Hek-7¢ 9.390 3 3.130 3.712 012 139
E3) He-u 249.607 296 843 - - -
AA 258.997 299 - - - -

-7k 5.742 3 1.914 2.761 042 .069
E4) - 205.205 296 693 - - -
A 210.947 299 - - - -

Qo] % E349 AHEA Off-Airport AppS 5
mujgl 548 She 97 BI] WE A0R B
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Anruls 71E9] MEE 25 F 419 228
Foll it SE2 3 A&t Table 30 AAH
o tt. Table 30| W& A ¥ SFEHE &
HEH F 47 EFollA BF AlY 7 BAFCE &
Ofgt Zpo|7} WAt 471 AEFES 5 Al 3t
7P FelmRt SRETe] et Aolg H £
< o=

A, Cl) AnMulirlaR s Heas Aol
A 277 A9 ARHFH = A0l Gen-Z HS
59| SHE2 4.018%1 HHd YA Aldie2 i
2 92 3 228 UEhllth A, Gen-Z B5dE
2 'C2) Az A7]Ee] 4o Bl v|gid AuaEgd
T2 B AARE v, YR SSAE2 AT
How I I ANE HojFUrH3.707 ~4.093).

BAREA A g4l B9 Cl) % C2) AR

1) ]
p
p

gt 2 f9gE & 27 5.722(p=.001) %
4.346(p=.005)22 99% Al=rEolA a2 Alth
2 e ot A7k e Al® WHEAT. 24t
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Table 3. Arithmetic means across age group for self-service confidence

AR B AzAus 71&0] 944 h g4A) GenZ MZ 40t | 509 ol
CD) AzAuA7IE il o g5 ol 2F77F A9 AT | 4.018 3.883 | 3.914 3.338
C2) AzAuA71&9 Haie E Bt ABAFES e &2 FEolth | 4327 | 4.093 | 3.968 3.707
C3) AZAHA7I&2 AR AR 39 O B2 A4S X2 5 o 4364 | 4.186 | 4.138 3.784
C4) AZAHA7I&2 Bdigolzt 4y Aol & =32 & 4.054 | 3941 | 3.862 3.476
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Table 4. One-way ANOVA and Levene’s test for self-service confidence

T A58 e YAl F-value p-value Levene's 534 A%

-7k 18.308 3 6.103 5.722 .001 .837
C1) AU 315.692 296 1.067 - - -
A 334.000 299 - - - -

-zt 12.231 3 4.077 4.346 .005 079
C2) - 277.715 296 938 - - -
A 289.947 299 - - - -

-7k 10.979 3 3.660 5.703 .001 143
C3) AU 189.937 296 .642 - - -
A 200.917 299 - - - -

-7k 12.033 3 4.011 3.654 .013 .297
C4) - 324.963 296 1.098 - - -
A 336.997 299 - - - -

Table 5. Arithmetic means across age group for self-service convenience

AT 7 (AnARA 7149 ol4) GenZ MZ 40d | 50t o4
V1) S4 AnxquA gu] ARgHES FA olefd 4= qlrk 4.272 | 4.104 | 4.095 3.723
V2) 4L AA otAE HeleHA| HfHoR AxA|FRlo] 7Hssltt. 4290 | 4.191 | 4.140 3.892
V3) e AZAUAE i Au|Ao] vig) tS HolA o83 4= Qlrk 4.090 | 4.093 | 4.021 3.569
V4) AnAH|AE Ggido] Qlof 71241 AHIAR 2] & Aol 4.163 4.021 | 4.012 3.615

HEW F I EFoIA 2F A 2 SAKC= Ao HEphod AnAuls VieE "M
Ofgt A7t WS A B8 H S o o AL SEHC B AZAE| AT} BgiE
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20t Gen-ZAlH 5243 MZAH F520] A o HerSEn Bdd g9ead vt g5
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d SEHENE 245k 204 2 300 g4 ot oFet 17 AulA EJIES Higo g g

[ do
S,
ojo

(13_15

o

Table 6. One-way ANOVA and Levene’s test for self-service convenience

5 Aagt e HtAE F-value p-value Levene's 584 A%

-7+ 16.163 3 5.388 4.039 .008 171
V1) A-d 394.807 296 1.334 - - -
A 410.970 299 - - - -

A7t 12.930 3 4310 4.883 .002 .286
V2) - 261.266 296 .883 - - -
A 274.197 299 - - - -

-3t 12.739 3 4.246 4.626 .004 144
V3) Ay 271.697 296 918 - - -
A 284.437 299 - - -

A2+ 10.579 3 3.526 4.791 .003 .080
V4) AU 217.858 296 736 - - -
gl 228.437 299 - - - -
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HolF:ol. gedes 25 @golM AnA=el 7]

2o 517] mjEo|t}. 11 Qo A EH A 2
] ok G55 52 K0 ATAEAR @
F5517] o3 7leHQl SHo| Afs] Slo] At
299 =23 g & o] gl Aol o]d olf
2 AuAuA 7]&e] o 539 H5] f5 -8
4 W] disiA AA He SE-gTE AiEeR
2o Zlog moEry

EAEA A3 3-8 #-ste] B3 € fogES
U2 2.721(p=.045), U3)= 3.330(p=.020) ¥ U4)
£ 6.599(p<.001)Z EAF 0] 95%~99% A5
A g5 At 7 o9 23t Zfol7t Qs Ao
FEGo 24ke] 5848 A ZIolME U4 B39
B4R B4 ROlEE Fro] .0872 YER 7]EX]9]
058 A3lote ACeE Ueht EAHEA Axk] 4=
Aoz FE7t gle A2E YElHTtHTable 8).

3.6 ABOT

AR AnAus A=Z17keE B ALE s
S AnAuA 7lgo] tie ABOEE 2= F 419
ARl ot sE2% 3 AkeHd2 Table 99
AAE S e 2 BAAIE AuEE T4) oA
& ol S AlelollA wiEA BHst E Aoy
ghe g Aefshal YA 3 20l 2
= Al 2 3] Aol FAPERE AC® e
o Z2U-19 F4 olF ddY, hteA sk
=24 FeuE 8 I 43F AR ICT 7]&9Y
AHE Stofgtol met Al 7]a2 o|A] F3Ar
£ ol8ske Bl oI o < gl AUYES

ZE Al 24 diAdes sk e Aot

il

Q250 tigh ARG Mi7E SESHA 7] wieell & E3] 'T2) F3AF R TF0IAN AnAMR|AT]E Zofet
& glol FBA A R FLES ol§IA HAY,  WIEE WA Fke Aol Jeln T3) YBAE o
71 A, 2Y 52 A2H 5 AAE Hs A A o7 AusuAs SASNA A5 AFS Aol =t
IAA 7REEAA A WA Tl 5o FEXRAE + w8 200004 500 o) A AgSel 24 &
SHA Fobr] dizol F5A A TReEHE WEE & gato] 538 H& 7|R20Z 4.0 ol Wi 2 &
Table 7. Arithmetic means across age group for self-service usefulness
AR 2% oA 7149 §-84) GenZ MZ 40t | 504 ol
Ul) §355% Al AoauArles 2 AT ARGSH FA] st 3.890 4.081 | 3.914 3.630
U2) A= A=l 7|20 tigt o] hlizt uie- & Eof Sich 3.782 3.791 | 3.766 3.384
U3) A A=l 7|eA35L E570] SEsHA viA=o] itk 3.709 3.837 | 3.648 3.261
U4) AZAMH|A7| S AMESHE o] F3AF 299] E=2o] A Fagith 3.800 3.662 | 3.563 2.907
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Table 8. One-way ANOVA and Levene's test for self-service usefulness

AlSst A8 YAl F-value p-value Levene's S84 AA
7.563 3 2.521 2.721 .045 .386
U1) 274.233 296 .926 - - -
281.797 299 - -
7.937 3 2.646 2.495 .060 185
U2) 313.850 296 1.060 - - -
321.787 299 - - -
12.895 3 4.298 3.339 .020 358
U3) 381.035 296 1.287 - - -
393.930 299 - - - -
30.403 3 10.134 6.599 .000 087
U4) 454.584 296 1.536 - - -
484.987 299 - - - -

Table 9. Arithmetic means across age group for intention to use self-service

HE BY (RIANL AE)

GenZ MZ 409 50df o]A4F

T U Esrgoln AoAula 71E A

Ak ol 4.036 4.000 | 4.000 3.769

T2) A 2

o I/ R L B =y

Fopo} RlEE Az J7KE Aotk | 4.127 4.267 | 4.159 4.000

T3) F3AE o= AIAfHlA

AE0NA A5 AL Aol 4.272 4.255 | 4.181 4.092

T4) AZLAHA 0] 82 SAE A

A wi2A BH3kE Zolo 4.181 4.197 | 3.978 3.907

HAF =&k

chet T4) 2ol ek BARA A3t F-gh 2 9]
TE U2 A% 4129 (=007 £AI 9% 43
ofgt QlAle] Folsl Eefet
= AolollA]

oA Ale 2 -
q.. oLJ_/\]-_,] A—ﬂu/ﬂlﬂ]/\ﬂgo] Bl
Eﬂ] }51_1149,]-% 7‘]0]
EH 13—/‘714
YRt QIAIE HojE

_/;7145_9 o]-x] ldlﬁ /\113]/\ 7]/'~ [e)

= 0129 t3] Gen-Z E MZA
S0 717+ 4,181 ¥ 4.197% -Sg3}o] Hj$
it whdo] 400 oA #
A7VEzRY 5
& Y-S AXT Ao wetE FHlo)

2 olq.

—E‘J‘JQI %1”51 A2 QA FRlFE ol 23002

N,

ANOVAS
Hl2of| et 7ls

v. 2 B

—

S84 BAY

Z2]91 .05 A3lsk= Ao g YeRGtHTable 10).

< MZAIH 8 Gen-Z Ale} A1z
29 Aoy

ot 2o AA, Gen-Z HSAE2 3% 254 @

oA AELAFQl FHSES AFRBl=

HE T =Xt

ANPEES EHE5E WHb A|FR10l oS E3kd Al
24 HHld &S ohe 397 30t HHkd A2
A &= 2 ARG E%Oﬂ 7St A=A A Au]
= Bk A4,
] A COVID-19% 7

ylo ME ﬂtﬂi As Wt o
b AnAu|A 7)edse B AHIAEE o
g o 78 AQ1 A4S BolFginh UlA, 20tiollA
40t Ato] HEHEL 3 XLE AT AEAE ARG
5171 fvh 2 g vie 4= Arks 37 A3
SEA|EE of2] 50t ol Al AILAH|A 71 ARE-
,9_ 01%7{] 1_7]]_]—_7_ 0104 3 U]—Z]E”‘_O_E 1&131/\13]/\ 7]
<o] w2A APl 2] 7] floiM FBAR= 40th
old AFFY QIAS HHof dith= B4 it v
itk 40t ol FHSAEL 71 B 52 Fo- o=
$5HE0] Gen-Z & MZAIH ©35AE0l Hlsf AJdh
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Table 10. One-way ANOVA and Levene’s test for intention to use self-service

T 5 A58 e YAl F-value p-value Levene's 534 A%

-2k 2.686 3 .895 1.289 278 150
D Hek-u 205.564 296 .694 - - -
A4A 208.250 299 - - - -

-7t 1.347 3 .449 .807 491 .074
T2) - 164.653 296 .556 - - -
A 166.000 299 - - - -

-7k 4.572 3 1.524 2.136 .096 237
T3) - 211.225 296 714 - - -
AA 215.797 299 - - - -

o7t 7.241 3 2.414 4.129 .007 230
T4) - 173.039 296 .585 - - -
A 180.280 299 - - - -

A FAL obd S dRolA His =rjole s
g 710l AVVdzEke ddE TEIl] meelH.

Az 7l 84 H FAdTes BE A
F50] Ttk 7ler8/dE ofd = gl Aol
HIE MZAH 9 Gen-Z AlHi=5E 3742 7]
So=E ERISIAIN, obz] 404 ol HS4
RIA9] Aolg HAFEL Q= T EE ATt
g2 AR 5 e ALAEA Ve A4
o] s}

ol
Eeny

iy |
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