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Abstract The purpose of this study is to investigate the impact of airline customers' technology readiness on
TBSS quality and intention to use. Data were collected from 153 outbound customers waiting for kiosk
self-check-in and self-bag drop. For data analysis, CFA and correlation analysis were conducted to test
reliability and validity, and the hypothesis was tested using SEM. The results are as follows. Among the
technology readiness factors, optimism and innovativeness were found to have a significant positive effect on
TBSS quality. Discomfort was found to have no effect on TBSS quality, and insecurity was found to have a
significant negative effect on TBSS quality. Second, TBSS quality was found to have a significant positive effect
on intention to use. Third, optimism and innovativeness were found to have a significant positive effect on
intention to use, while discomfort and insecurity had no effect. Therefore, optimism and innovativeness are

important to improve TBSS quality and intention to use.
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Table 1. General characteristics of the research

subjects

Distinction N

Female 83

Gender Viale 2
20~29 44

Age 30~39 33
40~49 38

50 and above 38

College graduates 42

Education Undergraduate school 83
Graduates 28
Frequency of 122 108
3-4 39

use(TBSS) 5 and over 11
Used TBSS web/mobile 114
(duplicate self-bag drop 92
responses) kiosk 134
Total 1563
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Table 2. Confirmatory factor analysis for measurement model

Std.
Factor ITEM factor t value SMC
loading
Airline TBSS helps me travel better. 727 16.617** 512
Optimism | find it more convenient to use airline TBSS. g6 | - 495
| prefer to use high—tech airline TBSS whenever possible. .661 14.829%* .640
Airline TBSS gives me more freedom. .598 13.112%* .678
| can understand airline TBSS without help from others. 628 | —— 744
Innovative | am familiar with the airline TBSS. .805 10.484** 579
ness | generally use airline TBSS sooner than my friends when it is released. .861 11.051** .690
| enjoy trying to understand and use high—tech airline TBSS. 773 10.713** 778
When | use airline TBSS, if the staff doesn't help me, the TBSS doesn't mean much to me. .801 —— 611
When | use airline TBSS, | feel like | am being taken advantage of by the airline. .817 10.534** 715
Discomfort | | tend to get embarrassed when somethmg goes wrong with airline TBSS while someone 641 10.421%* 647
else is watching.
Airline TBSS seems likely to break down at any time. .832 9.433** 501
| feel safer receiving a paper ticket rather than an electronic ticket. 803 | 697
| do not believe it is safe to provide pg@onal information, such as credit card, through 72 12.106% 611
Insecurity - - a|r||n§ TBSS. —

| am concerned that the information | provided through airline TBSS may be exposed to o
others. .626 10.119 519
\When receiving airline service, | prefer to be responded to by employees rather than TBSS. 652 11.236** 498
Airline TBSS immediately provides the information necessary to complete the service. b9 | 436
I'm interested in using airline TBSS. .567 13.221** 498
TBSS When using airline TBSS, my personal information is kept confidential. 746 13.900%* .bb7
Quality | feel safe using airline TBSS. 541 12.112%* 504
Airline TBSS has a simple and friendly screen layout. .597 12.947** .505
Airline TBSS understands my specific needs. .583 12.670%* 687
| will continue to use airline TBSS in the future. 8% | - 724
Intention | am willing to recommend TBSS, the airline | used, to people around me. 812 15.370** .837
to Use | will speak positively about the airline TBSS to my acquaintances. .805 12.150%* .607
| will use newer airline TBSS. AN 16.231** 877

x*=266.209(p=0.000), x*/df=2.68, RMR=0.024, GFI=0.896, AGFI=0.881, CFI=0.952, IFI=0.974, RMSEA=0.07 **P<0.01

Construct reliability: Optimism 0.916, Innovativeness 0.932, Discomfort 0.933, Insecurity 0.922, TBSS Quality 0.948, Intention to Use 0.933
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Table 3. Correlation matrix
A B C D E F
Optimism : A 525
Innovativeness : B 197%* .657
Discomfort : C -.272%* -.196%* .563
Insecurity : D -219** -.187** .233** .660
TBSS Quality : E 211% .253** -.189** -.231** 617
Usage Intention : F 220%* .321%* -211%* -.262%* 142%% 745

**P{0.01
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Table 4. Result of structural equation model

H Path Estimate S.E CR p value Result
1-1 Optimism — TBSS Quality 101 .048 2.107** .000 support
1-2 Innovativeness — TBSS Quality 134 .050 2.684** .000 support
1-3 Discomfort — TBSS Quality -.066 .059 -1.117 107 reject
1-4 Insecurity — TBSS Quality -.234 .052 —4.571%% .000 support

2 TBSS Quality — Usage Intention .309 .067 4.611%* .009 support
3-1 Optimism — Usage Intention 117 .053 2.207** .000 support
3-2 Innovativeness — Usage Intention 231 .075 3.081** .000 support
3-3 Discomfort — Usage Intention -.074 .040 -1.850 .061 reject
3-4 Insecurity — Usage Intention -.041 .031 -1.328 127 reject

**:=t-statistic(=+1.96) sig. level of P{0.05
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