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ABSTRACT

Purpose: The purpose of this study was to explore dimensions to improve airline non-face—to-face(untact)
service quality and identify shadow work dimensions in the digital environment among them.

Methods: This study conducted mixed method. First of all, For finding out the dimensions of airline untact
service quality, in—depth interviews were conducted from passengers. The collected data through the survey
were analyzed using improved importance—performance analysis(IPA). Second, An online survey was con-
ducted to quantitatively analyze user perception about airline untact service quality, and the importance per-
formance of service quality at each dimension was identified through the revised IPA method.

Results: The results of this study are as follows; Through in—depth interviews, 11 dimensions found out and
32 measurement items were developed. and then, through the revised IPA analysis, passengers were highly
satisfied with “Cleanliness of in-flight service” and “Reliability of self check-in". Also, We found 3 shadow
work dimensions such as “Ease of use of self check-in", “Usefulness of self check-in", and “Responsiveness
of self check-in".

Conclusion: Airline service providers have to keep high—satisfaction services and urgently improve less sat-

isfied services. In particular, the dimensions related to shadow work have to be improved.
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Self service Single token Self bag drop Entrance to the Immigration Boarding after

check-in generation after checking departure hall after checking checking bio—
bio-information after checking bio-information information

bio-information

Figure 1. Zero—contact Boarding Pass

Table 1. Non-Face-to-Face(Untact) Service of Airline

Airline Type of non-face-to-face(Untact) service

* Care first

¢ Distance between passengers

¢ No-contact boarding pass

* Mobile check-in

Korean airline * Recommended use of kiosk

e Back to front zone boarding

e Suspension of in—flight meal service
¢ Use of disposable container

¢ Etc

¢ Distance between passengers

¢ Self-boarding

» Use of chatbot(Aaron)

» Suspension of in—flight beverage service
¢ Change of in—flight meal service

¢ Etc

¢ Self barcode check
Jeju airline e Always wear a face mask
* No food in in-flight

Asiana airline

* 12 hours prior to departure, passengers will be notified of the target notification
message

¢ Recommended no-contact services(mobile check-in, self-bagdrop, kiosk etc)

¢ No food in in-flight

¢ Always wear a face mask

» Use of chatbot(JAid)

* Mobile check-in

Twayair, Air busan, Air | * Recommended use of kiosk
seoul * No food in in—flight

¢ Always wear a face mask

Jin airline

AFA o8 G AUE Al B A9 ATES ARy Qe Aulze 5§ ow, Al )
Wk 9 mELH o Fo) WAl el wek Uhgo] IR Lee(2020)€ B34 ABE Aul o] 58 o] o] o



Lee et al: Examining User Perception about Airline Untact Service Quality 549

Pl B2 g} ojv] AR £4S F8aglal, Amhg ofF Fad o of, e, HA Aujart a9 2l
o8 WS Park(2020) Ak A 22
AHE ool B3 GF WAIE ATH THoR AT, A 23 AR gQlo] AH|a oSt T A<
= 2l ZUH9R &g Abslel m=qle Alsh ] dloje] 7]qk Au]27}
Al A 718 F5T 5 A=AE =itk Jeon(2021)2 LZUHY o] AltiE thHlEty] 919 54

ol Au] el tigk o] 840 % ool WX A T-8k] 3 1A

=
R
I
po)
o
Lo
-0,
ol
3
=
&
=
@
=N
[N}
S
[N}
=
rlo
H

) Aulze] F2 29l waea o84

2.2 FFAF v AulAet J-HAeE

2" A5 (shadow work)e] 72 L ~Eg ol 2419 sk} o]k U] X|(Ivan Illich)7}F AFstl o, o] 7l
& AEA2E oA gtste] tAY el A Ul IR Abesl tiE S A =07} JdH Al 9lvk(Park
and Ryoo, 2020). o]&F 2] 2|7} Aleket I AbeEo 7idS FHA o= YehhA = A AlEA 28 g Al
&l A% =so] At AoltiIvan, 1981). Park and Ryoo(2020)2 28 A} o] txd g0 A
WA EbE, A xu] 2 S oA TRl so] A WAE AL SkGITh A Afu] A gk A e s TR
Fatal k2l =27} o] H A oF 3k o) AR EAI7I=e] Wo] It A MEE w5g dA7bsta gl7
o|thLambert, 2015). Aol &B|A7} A6k HlE0® o M| 25 Ws 4= UAIRE 174 9] 9} g
o]7] &l WA H FRGAVER V|Eol= FRE WH Au|AE 2827 AF ok she dste] IS
ok 5, Al AgAT7E 8|2 o] gt Al Al EEl Fofof sk A5 o] Aulz o] 8ol WA TE AR

ol s | Aot

i

05 o

kY

Y

o Mo
iy
’

o,
32

2
B2 Altele], of o] AgAREE QlAskE £ oih A4 B A frEE S E adAeE
olg} & 4 Ith(Park et al.,, 2020).
A oo agahes 4
Lee(2019) tjAd S04 27zt

¢ o

ol =
oR
o
~
o
:oé
re
-
>
il
rlo
O,
dlo
=)
my
rlo
l-fO
-
e
4
o2
:oé
X
iu)
as)
oy
=
ot
oy
=
ol

2% FYIth £, Park et al.(2020)& HAY S04 QI3 Al2E] 7he] AT Aol A vpEfuhe 1Ak
&5 e el 2 ol WRES H8-ske] s st BAIE AIAERITE Park and Ryoo(2020)& =



550 J Korean Soc Qual Manag Vol. 50, No. 3: 545-570, September 2022

nHAE okl M= Aol T Aol AAEA ¥ £ AulAE ddEtr] el 1980 Aulx w4
o #st Wil 3l g&4 <l =Ao] AZtE ). Lewis and Booms(1983)2 AH] 2 #2& Q1 Ed AH] 2~ =50]
(expectation)e} drp} & AXsF=7Fe] H gl A2t on, Gronroos(1984)+= AW F4S

v 2k} A2k Au|2of 7| gk Au] o] vlulg g7ke] Aitolal 7| F4, 75 F4 27k Ao w A
sk 4= Qitkar 438 Y. Parasuraman et al.(1985)+= AH]2 4S Au| 2 7|go] Alg-dfolyt st} “7)+= &
Hzke] 71 e} Al gk A2 7] o] Aol thgh AnfabEe] A2t Afelgtar SkQit) AR| & Fdd s T o
B AR Mz i iR ARk G lal A7) A Zbske AR 20 Ao e whEo] ¢
Au| 2~ EAo| e A = 718 dukslE AL Parasuraman, Zeithaml, Berry(PZB)7F A48+ SERVQUALO]
CHChang, 2003). SERVQUAL®] ¥qta}sl o fr= AFAH o= o B ol U4& Ak & 9lar, Au)x §
FE 41 d B WS 3 7] "otk o]y o]+ uHAE okl EE SERVQUALS the 8
= Zopell A EgEojgton, & Ao Wl AL Au|x F4 Al A HEHA Fs AT vk
Chang et al.(2002)= &4} AH]2 4S8 7FH37] 98] SERVQUALS XA o2 gholsolal, AL AH[ 2~
of B A 845 FRete] 77 Mulx FHE 594, A, B, g, A, P84, T %
25 AAE9T) Liou and Tzeng(2007)2 &-2AF Au] = EA4S H7keha A7) 18 67) 2kl A9 Aqu|~,
Qb H A=, 71 A2, A, AN, 5 1A U AEE AN S HA] 248 3Rt Park(2008)+=
A a2 FA0 JPEAR] A S vk, AL o w7} AL S 9] s ok dek THA S ASe)
7] 913 670¢] AMnl2= FACIH AB] 2z, o oF

K
13
o
N
=

004'

Sd Mul s, 3 MRs, A9 AqH)s, AR, o8 TR e
FF W2 288k3lth Park and Lee(2009)= &8 s40] aAE Aded o 7]Eo] B Muls S48 thad
ToES} LTt B A9 AT SAA 54 FF o8 FejE Sl wet od telrt SlEAE St
7] flaf A= E-E 83 1A AL, 2 AE|S, dlof B AH)s, 3 AH|s, 7 AE) s, 9
S, A, 7R MRAR Albeklvh A Aol Al Al MRl o) ZF Ak Table 29
2t
SR o] % el aF W AW JYE MH|AE Egstar Slo] dEAl AHls F4E Slsl] AsiA =
AJEE A 2ol A hote]= Q1S FR1e a7t glrh Table 33 o] AAPIA, &3, &44, HEeAolA,
71955, WES o ABE Aujs Fdd dgh Ay 7F JPEA. £3, 74 A7 ER g Mulx
w4 QRlEo] A glen, 7]Ee] xRl MRl 4 e9lEde v AS 21T ¢ el ades
% W Wi, Qe Au s S B 291S BAIEE] el = 29 o A M| AE o] 87 oA E
& o= Muls Fo tigk AT JAEFE Fdste] & Aol HAdl gt Mus F4 290S EEdoF 3=



Lee et al: Examining User Perception about Airline Untact Service Quality 551

e,
X
%o,
52
o

Table 2. Factors of Service Quality from Antecedent

Service Factors Authors

Tangible, reliability, responsiveness, assurance, empathy, safety instructions, meal

service & entertainment Chang et al.(2002)

Employees’ service, safety & reliability, on-board service, schedule, on time

Liou and Tzeng(2007)
performance, frequent flyer program

On-board service, booking & ticketing services, employees’ service, airport service,

reliability, availability Park(2008)

Employees’ service, flight service, booking & ticketing services, airport service, inflight

. . e . . . Park and Lee(2009
service, air fare & airline ticket, stability, another service ark and Lee )

Table 3. Factors of Service Quality about Untact

Service Quality Factors Domain Authors

Reliability, Tangibility, Assurance, Responsiveness, Empathy, e—business Song and Yoo(2001)

Usefulness

Ease of use, Reliability time, Security, System reliability e-business Yoon and Kim(2004)
Reliability, Ease of use, happiness, Autonomy Restauration | Cha and Park(2019)
Discounting, Interaction, Ease of use, Information, Diversity, Security | App Zhao et al.(2019)

Ease of use, Usefulness, Reliability, Design, Self-control,

. Kiosk Seo and Lee(2020)
Responsiveness, Safety

Fundamental service, Unexpected service, Reliability, Kindness,

. - . E i 1. 1
Supportability, Accessibility, Type of media ducation Jeon et al.(2021)
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Figure 2. Research Process
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Table 4. Measurement Development

Factors Oper'atllc'mal Measurement Items Authors
Definition
Responsiven a Picc))vﬁite 1-1 The self check-in has a function about inconvenience.
esspof celf rezponI;es to 1-2 Airline staff expedite problem of the self check-in. Kim and
. P 1-3 Airline staff kindly help me with the self check-in Park(2011)
check-in user needs or . .
. inconvenience.
questions
1-4 I have no effort using the self check-in.
Ease of use | Time and effort | 1-5 The self check-in provides useful functions.
. o . . . Orel and Kara
of self save using self | 1-6 I can easily find necessary functions when using self
. ! . (2014)
check-in check-in check-in.

1-7 1 save time by using self check-in.

Reliability of
self check-in

Trust in the
security of self
check-in

1-8 I depend upon processing information with self check-in.
1-9 The self check-in protect my information.
1-10 The self check-in provides secure environment.

Seo and Lee
(2020)

1-11 I get used to self check-in a few times.

ful No eff h L . .
Usoef usglefss Ouzinorts:l]f | 1-12 There is instruction on the self check-in. Seo et al.
. 8 ¢ 1-13 I get no need for help to airline staff when using the | (2021)
check-in check-in .
self check-in.
. 1-14 The screen with self check-in is cleaned.
Cleanliness For self . .. . .
. 1-15 There is a hand sanitizer when using self check-in.
of self check-in, users . } . . . Self-dev
. 1-16 They are implementing distancing when using self
check-in feel clean .
check-in.
.. . 2-1 There are diversity entertainment service(music, movie,
Tangibility of Provide . ; .
in-flight tangibility in game etc) in the in-flight. Park(2008)
Servi%:e if—ﬂi flft 2-2 There are diverse meal service in the in—flight.
8 2-3 There are diverse consumables in the in—flight.
Emotions and 2-4 1 get comfortable because of reducing face—to—face cabin
Emotional environment got crew.
stability of while 2-5 I feel comfortable because of being skipped the in—flight Self-dev
in—flight experiencing service.
service in—flight service | 2-6 I relieve anxiety because of doing the in—flight
non—face—to—face service.
. A sense of 2-7 1 feel secure because of the distance between the seats
Physical . . . .
. stability due to | 2-8 I get a sense of stability because of wearing protective
stability of . .
in-flight the physical equipment such as face mask. Self-dev
,g environment on | 2-9 I feel secure because of doing the in—flight
service .
board non—face—to—face service.
Correctly time
Responsiven information, 2-10 Cabin crew immediately response passenger’ needs.
ess of responsive of | 2-11 Cabin crew would so determine to help quickly their .
L , Choi(2013)
in—flight passenger passenger.
service needs, and will | 2-12 Cabin crew provide correctly information to passenger.

help
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Factors Oper'atllc')nal Measurement Items Authors
Definition
Pleasantness | Pleasantness of | 2-13 The humidity in the in-flight is adequate. Kim and
of in—flight in—flight 2-14 The temperature in the in-flight is adequate. Han(SOl 9)
service environment 2-15 The air in the in—flight is adequate.
Cleanliness Cleanliness of | 2-16 The in-flight aisle is cleaned.
of in-flicht cabin space, 2-17 The in-flight toilet is cleaned. Kim and
servici products, and 2-18 The in-flight seats are cleaned. Han(2012)
seats 2-19 The in-flight tableware is cleaned.
4. A2
4.1 s A7 2%
2010 oF B4 A A AL oI 8T A AT AN A AL FAD] 15 03
HHE FASGt. A% JH HE Al BF ATolAE AduRe Feld 52 5-50302 A
(Dworkin, 2012). ¥ dAolA+= 2022 1€ 2595H 202249 29 49714 ¢F 1099 7]{} ok 159 S uge

CIEHE st o, Qe H AR ZE U9 o]F 3FAL BtH AR AE AFo] = Algo g AAF T
(Table 5 #x). AT AEFHE AAsh= d Aeii hdAte] ol & w71 AAsh AEF A2 FeAke] vt A
uloso] 83} olmje] Pel AWE s, QIERE oF 20%] Algke] AasAT VBN bRl Ao 74,
oq/Ho] g o7 FHO] H|Fo

go] AFH A Fokrh AEF dldAte] volE= 30u7F 88 o® 7 weken, 507}
%, 20007} 37019k, thAke] S8 o} @A Fujk 117, sj9lvk 4ol o F 2021 shibvlel 7Hg wol
6&%4 Aulzg 3R A% ¢ F 9
Table 5. Demographic data of interviewee
Classification Items Frequency(%)
Male 7(46.7)
Gender
Female 8(53.3)
20 < 29 3(20.0)
30 < 39 8(53.3)
Age
40 < 49 000.0)
50 < 59 4(26.7)
, o Domestic 11(73.3)
Flight destination
Abroad 4(26.7)
Second half in 2020 1(6.7)
' First half in 2021 3(20.0)
Time
Second half in 2021 9(60.0)
First half in 2022 2(13.3)
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re

ToA= AEF WEE 2435H7] {3 71 29 (open coding)® % 9 (axial coding)S F3kqlch. 1
AEH =S EE ii‘/‘rl9 o|F F-gAl AEE AMu] o] #3F QA2 11AE =FE ] oH, 1171 &)
= skl MFE 17= &9 AT QEHE WSS AHE u, 11719 89 T AxA A HeA

(Responsiveness of self check-in), "“4?1] 9] go]X(Ease of use of self check-in), AZAFNY F&A4

(Usefulness of self check-in)& 3FZAF AH| A E4 Qolo|z} 28 =%9 goloaw B 4= 9188 slolglor} =

-

ol
°" o
"o

2119 o] dolli= tiH Au| 22 AT = QA vt H AJu) 22 A3 uhel d5- /‘Wléﬂ kel Eat 01%1}2—011741
A7 E QL o)A@ AZH 010 Abgo| A S = A}eA} FuE a@AbeEolg} & 4= gt} Table 604 &
Table 6. Result of Interview data
Factor Sub-categorization Conceptualization
¢ A small staff ¢ Inconvenience of not receiving services and
Responsiveness of | * Unkind having to do it themselves
self check-in ¢ Inconvenient to do it themselves because the
service is not provided by the staff
e Lack of information about ¢ Inconvenient due to lack of information on the
instruction location or usage of self-service devices
Ease of use of self . . . .. .
heck-i » Lack of machinery(self ¢ Inconvenient due to insufficient service
checkmin check-in) environment such as Wi-Fi, Kiosk etc
e Save time e | saved time using the self check-in.
Reliability of self e Trust for Machine Security ¢ [ am worried about system security issues when
check-in I use self check-in.
* Reduced airline’ staff ¢ Uncomfortable due to reduced service employee
Usefulness of self . . e o .
heck-i * Need more information e Difficult accessibility to machine use
checkmin ¢ Need additional information to use the service
. ¢ Machine hygiene ¢ Hygiene anxiety due to the use of shared
Cleanliness of self . . . .
heckoi ¢ Distancing problem machines with people
check=mn ¢ Distancing is not observed when using kiosks
* Reduced in-flight service * Expectations for a new meal and beverage service
Tangibility of system
in—flight service e provision of meal and beverage or entertainment
services
¢ Reduced psychological burden | ¢ Reducing the burden on passengers by skipping
Emotional stability of due to reduced service unnecessary
in—flight service * Reduced employee ¢ Reduced emotional costs due to
face—to—face discomfort non—face—to—face
. . * Safety due to in-flight * Safety due to wearing protective equipment and
Physical stability of . . .
in—flicht servi quarantine keeping distance
ght service e Stability due to seating distance
Responsiveness of | ¢ Inconvenience due to reduced | ¢ Inconvenience in receiving in—flight service by
in—flight service in—flight response requesting the service directly
Pleasantness of ¢ Pleasantness of in—flight ¢ Increased pleasantness in cabin space
in—flight service environment
Cleanliness of ¢ (Cleanliness due to the use of | ¢ Convenience due to the use of disposable
in—flight service disposable items products
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11) 71 Ae|29] 24

ek Tk, w3 alx
3 AH| 2~ o] 8 BA L Fhgo] 997 (66.7%) = 7HE WAL Itk o R Z7Fo] 25%8(16.0%) Wkt A ke
gate] A S A R ALEA o] 467(30.7%) 2 M
SEA 54 tiet AAE ul&

“dilgEor FeA HHoRE FA FAANL $A YFolME 2F U AREA o] & &
ATk AZFET} o]yl RREo] fxHThH wEAEE A 2k (AEF oA 1)

4.2 A% IPA 23}

4,21 94 B4

B Ao M £A4E [PAS 583517 98 280 AR oz HolHE 449l Lakel MRS 20224 49

AHE 49 28U7HA] Waste] 2287 9] SHAL Hlo|HE S 7E HolH T ZZU19 o] % g A
H| 22 o] & Aol gle St dlojE 787/0% AlLd & 150719 dlolH = £ 79| #41& F433itt,

27t EAorE TYAdo] 68%(45.3%), 0] 82H(54.7%) L2 A4 SHAt £ o wokon dAE e 300
7TH(44.7%) 0.2 SHA FE T 7P Hol S ISt AL AR o] & A SlFE= 1-103]7) 779
(51.3%) 2.2 7P Wkar, 11-303]7} 4199(27.3%), 508] 237} 179(11.3%), 31-503] 7} 15%(10.0%) .= e}

= U7 103%(68.7%), =W )7F 329(21.3%), #M€)7F 1598 (10.0%) = S@E9eH, 3

& Table 73 #t}.

goton, dEA dYFH 2 25%(16.7%) = L]'E]'N\

Table 7. Demographic data of respondents

Classification Items Frequence(%) Classification Items Frequence(%)
Male 68(45.3) Salesperson 14(9.3)
Gender
Female 82(54.7) Technician 14(9.3)
20 < 29 38(25.3) Expert 25(16.7)
30 < 39 67(44.7) Personal busi- 8(5.3)
Age 40 < 49 17(11.3) , ness
50 < 59 99(14.7) Occupation Office worker 46(30.7)
60 < 69 6(4.0) Housekeeper 25(16.7)
1-10 77(51.3) Undergraduate 3(2.0)
Graduate 6(4.0)
Flight service 11-30 41(27.3)
frequency 31-50 15(10.0) Etc 9(6.0)
over 50 17(11.3) Sightseeing 99(66.0)
Domestic 103(68.7) Business 24(16.0)
Flight destina- Abroad 15(10,0) | Furpose of flight Education 3(2.0)
tion after after COVID-19
_ : Visit relatives 17(11.3)
COVID-19 Domestic and 39(21.3)

Abroad

Etc

7(4.7)
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4.2.2 274 Y28 Y 39w =2

54 G2 Y FAEE RE] Ao £UE 37 ) mE Mo NFE BUS Sk A E 24
o UH Auge Bl g nAH W0 F4F IPAIME NFE 24 A A4l Suslojo 24
o] Fs et AFE BAol A Azuks ckalCronbach’ @) @o] 0.6 olFO.E Vel 54 e thdk WrE
A Tk FRE HolEel A BAS Sad A3} B 06 ool gol Hso] BE WL S
231 982 FASUrHTable 8 ¥3)

2ol 248 PAZ £33 98] 7 G5 BEEE AARIR WgE F ANa BEE P} A

FHEAE e ARFAFPCOE =&t th(Table 9 3x).

Table 8. Reliability Analysis of Measurement

Factors Satisfaction : Importance
Mean SD Cronbach’ a Mean SD Cronbach’ a

3.41 1.02 3.83 0.97

Responsiveness of self check-in 3.34 1.02 0.90 3.92 0.90 0.87
3.53 1.04 3.91 0.96
3.68 0.96 3.97 0.89
. 3.81 0.93 4.07 0.85

Ease of use of self check-in 354 107 0.89 396 0.92 0.91
3.93 1.03 4.23 0.88
3.71 1.05 4.06 0.97

Reliability of self check-in 3.37 1.06 0.86 3.94 1.04 0.90
3.46 1.06 3.93 1.02
3.86 1.02 4.15 0.89

Usefulness of self check-in 3.49 1.04 0.80 3.92 0.95 0.82
3.39 1.11 3.74 1.10
3.25 1.13 3.73 1.07

Cleanliness of self check-in 3.43 1.13 0.77 3.71 1.01 0.82
3.07 1.16 3.66 1.08
3.07 1.07 3.67 1.09

Tangibility of in—flight service 2.90 1.09 0.84 3.62 1.09 0.86
2.93 1.05 3.45 1.01
3.05 1.09 3.15 1.18

Emotional stability of in—flight service 2.79 1.16 0.84 3.11 1.22 0.89
2.85 1.16 3.01 1.23
3.16 1.13 3.54 1.06

Physical stability of in—flight service 3.41 1.11 0.81 3.76 0.99 0.86
3.13 1.10 3.45 1.07
3.57 0.91 3.87 0.83

Responsiveness of in—flight service 3.57 0.92 0.89 3.90 0.85 0.90
3.61 0.91 3.92 0.86
3.31 0.99 3.79 0.88

Pleasantness of in—flight service 3.48 0.95 0.88 3.85 0.85 0.91
3.28 1.07 3.87 0.96
3.69 0.87 3.95 0.81
. . . 3.47 0.95 4.02 0.86

Cleanliness of in—flight service 3.40 0.94 0.90 305 0.89 0.9
3.62 0.95 4.03 0.90
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Table 9. Relative Importance by Measurement Iltems

Satisfaction Relative importance

No Items

Mean SD LN SD PCC
1-1 |The self check-in has a function about inconvenience. 3.41 1.02 1.17 | 0.97 | 0.33
1-2 |Airline staff expedite problem of the self check-in. 3.34 1.02 1.15 | 0.90 | 0.34

1-3 | Airline staff kindly help me with the self check-in inconvenience.| 3.53 1.04 | 1.20 | 0.96 | 0.55

1-4 |I have no effort using the self check-in. 3.68 | 096 | 1.26 | 0.89 | 0.66
1-5 |The self check-in provides useful functions. 3.81 0.93 1.30 | 0.85 | 0.49
1-6 |I can easily find necessary functions when using self check-in.| 3.54 1.07 1.20 | 0.92 | 0.53
1-7 |I save time by using self check-in. 3.93 1.03 1.32 | 0.88 | 0.32
1-8 |I depend upon processing information with self check-in. 3.71 1.05 | 1.26 | 0.97 | 0.65
1-9 |The self check-in protect my information. 3.37 | 1.06 | 1.15 | 1.04 | 0.61
1-10 |The self check-in provides secure environment. 346 | 1.06 | 1.18 | 1.02 | 0.63
1-11 |I get used to self check-in a few times. 3.86 1.02 1.30 | 0.89 | 0.50
1-12 |There is instruction on the self check-in. 3.49 1.04 | 1.19 | 0.95 | 0.37

1-13 |I get no need for help to airline staff when using the self check-in.| 3.39 1.11 1.15 1.10 | 0.46

1-14 |The screen with self check-in is cleaned. 3.25 1.13 1.10 | 1.07 | 047

1-15 |There is a hand sanitizer when using self check-in. 3.43 1.13 1.16 1.01 | 0.50

1-16 | They are implementing distancing when using self check-in. 3.07 1.16 1.03 1.08 | 0.46

There are diversity entertainment service(music, movie, game

2-1 etc) in the in-flight. 3.07 1.07 | 1.04 | 1.09 | 0.29
2-2 |There are diverse meal service in the in-flight. 2.90 1.09 | 0.97 1.09 | 0.43
2-3 |There are diverse consumables in the in—flight. 2.93 1.05 1.00 | 1.01 0.42

2-4 |I get comfortable because of reducing face-to—face cabin crew.| 3.05 1.09 | 1.03 | 1.18 | 0.34

2-5 |1 feel comfortable because of being skipped the in—flight service.| 2.79 1.16 | 0.92 | 1.22 | 0.37

I relieve anxiety because of doing the in—flight non-face-to—face

2-6 . 2.85 1.16 | 0.94 | 1.23 | 0.44
service.

2-7 |I feel secure because of the distance between the seats 3.16 1.13 | 1.07 | 1.06 | 0.37

9-8 I get a sense of stability because of wearing protective equipment 341 111 115 | 099 | 051
such as face mask.

9-9 I fegl secure because of doing the in-flight non—-face-to-face 313 110 106 107 | 055
service.

2-10 |Cabin crew immediately response passenger' needs. 3.57 0.91 1.23 | 0.83 | 041

2-11 |Cabin crew would so determine to help quickly their passenger.| 3.57 0.92 1.23 | 0.85 | 0.32

2-12 |Cabin crew provide correctly information to passenger. 3.61 0.91 1.24 | 0.86 | 0.56

2-13 | The humidity in the in—flight is adequate. 3.31 0.99 1.14 | 0.88 | 0.43

2-14 | The temperature in the in—flight is adequate. 3.48 0.95 1.20 | 0.85 | 042
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Satisfaction Relative importance
No Items

Mean SD LN SD PCC
2-15 | The air in the in-flight is adequate. 3.28 1.07 1.12 | 0.96 | 0.58
2-16 | The in-flight aisle is cleaned. 3.69 0.87 1.27 | 0.81 0.31
2-17 | The in-flight toilet is cleaned. 3.47 0.95 | 1.19 | 0.86 | 0.57
2-18 | The in-flight seats are cleaned. 3.40 094 | 1.17 | 0.89 | 0.53
2-19 | The in—flight tableware is cleaned. 3.62 0.95 | 1.24 | 090 | 0.44

LN: natural logarithm of satisfaction, PCC: partial correlations coefficient between LN and overall satisfaction

4,23 54 54 £34 1PA 23}

FFAL AT Aol T Tl Fa el B ghe) $4% [PA FAF A4S Figure 49F o] IPA AR
Holl AR EAskete] et A £3e] A4 8% 4t 0467, e et 3.38% 9] F5 T4
= AHWE TR, 54 o) s aw AR EAssITh

7 bRl Sl 24 #ae ARy, Aid Fene BEEI) BE 5 A5G4 ool 127) 35 4
ZAANE AT B =

Ae SrAshy, mAd A AR YRS ATUL, T ol ATSE, BB AL el 23] g
B, LAY o8 A Wad )5S 0 BT, AZALAL AHgE] A & £EAT Ao glek, 5}
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0.20

0.00
2.70 2.80 2.90 3.00 3.10 3.20 3.30 3.40 3.50 3.60 3.70 3.80 3.90 4.00

Satisfaction

Figure 4. lllustrate Revised IPA by Measurement Items
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Table 10. Result of Revised IPA by Measurement ltems
Area No Items
1-4 | I have no effort using the self check-in.
1-8 | I depend upon processing information with self check-in.
1-10 | The self check-in provides secure environment.
2-12 | Cabin crew provide correctly information to passenger.
2-17 | The in—flight toilet is cleaned.

Keep up the 1-3 | Airline staff kindly help me with the self check-in inconvenience.

good work 1-6 | I can easily find necessary functions when using self check-in.

1-15 | There is a hand sanitizer when using self check-in.

2-8 I get a sense of stability because of wearing protective equipment such as face mask.

2-18 | The in—flight seats are cleaned.

1-5 The self check-in provides useful functions.

1-11 | I get used to self check-in a few times.

1-9 The self check-in protect my information.

Concentrate 2-15 | The air in the in—flight is adequate.

here 2-9 [ feel secure because of doing the in-flight non-face—to—face service.

1-14 | The screen with self check-in is cleaned.
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Area No Items

2-13 | The humidity in the in—flight is adequate.

1-16 | They are implementing distancing when using self check-in.

2-3 There are diverse consumables in the in—flight.

2-2 There are diverse meal service in the in—flight.

2-6 [ relieve anxiety because of doing the in—flight non—-face-to—-face service.

Low priority - - — -
2-5 I feel comfortable because of being skipped the in—flight service.

2-4 I get comfortable because of reducing face-to—face cabin crew.

2-1 There are diversity entertainment service(music, movie, game etc) in the in—flight.

2-7 I feel secure because of the distance between the seats

1-2 Airline staff expedite problem of the self check-in.

1-13 | I get no need for help to airline staff when using the self check-in.

2-14 | The temperature in the in—flight is adequate.

2-10 | Cabin crew immediately response passenger’ needs.

2-19 | The in-flight tableware is cleaned.

Possible

. 1-1 The self check-in has a function about inconvenience.
overkill

2-11 | Cabin crew would so determine to help quickly their passenger.

2-16 | The in-flight aisle is cleaned.

1-7 [ save time by using self check-in.

1-12 | There is instruction on the self check-in.
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Figure 5. lllustrate Revised IPA by Factors
Table 11. Result of Revised IPA from Factors
Area No Factors
11 Cleanliness of in—flight service
Keep up the good work
3 Reliability of self check-in
6 Tangibility of in—flight service
Concentrate here - )
5 Cleanliness of self check-in
7 Emotional stability of in—flight service
Low priority 8 Physical stability of in—flight service
10 Pleasantness of in—flight service
4 Ease of use of self check-in
) ) 2 Usefulness of self check-in
Possible overkill - -
1 Responsiveness of self check-in
9 Responsiveness of in—flight service
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