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A Study on the Perception of Airline Non-Face-to-Face Boarding Service

COVID-19

among Chinese Travelers
Xin Shu Jiang*, Young Woo Lee”

ABSTRACT

This study is based on the Expectation Confirmation Theory (ECT) and categorizes trust
types in non-face-to-face boarding services into three dimensions: structural assurance,
platform, and service provider. It analyzes the impact of these trust types on users' perceived
usefulness, satisfaction, and continuous usage intentions. Using a structural equation model, the
study found that the three dimensions of trust positively influence users' satisfaction and
perception of usefulness, thereby promoting intentions for continuous use. However, perceived
risk weakens the positive relationship between trust and continuous usage intentions. By
exploring the moderating role of perceived risk in non-face-to-face boarding services, this
study analyzes its impact on user behavior patterns, contributing to the optimization of service
design and enhancement of user trust. This study promotes widespread acceptance and
continuous use of the service, and is crucial for developing effective non-contact service
strategies that meet the needs and expectations of Chinese travelers in the post-pandemic
travel environment. The findings provide a new perspective and empirical evidence for
understanding user attitudes and behaviors towards non-face-to-face services, holding
significant theoretical and practical implications.

Key Words : Non-Face-to-Face Boarding Service(H]d|¥ #3544 AH|A), Trust Typology
Theory(A1F] |38t o]2), Users Confirmation(AF&AF AAE), Risk(H¥), Continuous Usage
Intention(X& ARE Qi)
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Fig. 1. Research model
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Table 1. Reliability verification and confirmatory factor analysis results
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1. H Y g5s AHA o8 AL AHTh ok 0.858
2. v E55E A&7 AlFoks AHlA 22 AZtEn S 0.872
A8}
oz |3 W9 "o AHlAol gt 9] o2 AE3ith 0.844 0.859 0.878(0.711
4. Z‘i‘i‘l’ﬁ._i HdH g5 AHIAS ARl digh Al A2 g 0.857
2 gl -
1. HdY g55s 2HY ofEEAlol o] vi$- f-85ithar 43It | 0.835

2. VI Faed HUIAE olgSHE BESd 28X Aok

gae | A =8 8 A e o 0.887  |0.887|0.786
89 |3, vt g4 AIAT) ARBSlE AMIAL dle R8sicky AZieic | 0.791 ' ' '
4. Ao s WdiE Hgd AuAS AShe o] R8skt A
7].01_]:]_ 0.793
L vl 5 MUIAE B9 AT Auag e £ ol 0.768
2. B gEd An|A9] Z5atA o =St 0.76
pie I ek A1 Sl ek ° ) 0.852  |0.850|0.736
3. HIHH g5 Aulae o] 7o dAJske 0.735
4. B H5pE Au|ao] Hjs) ARbAo R HERi. 0.702
L EMele JHelAQl 8w ARBE £ e FRW Wt 2AH oo,
p=o] glek, :
ZH=
Tg |2 WA, s Tt Aedgel AR U Heden wet | 083 0782 |0.793 [0.588
3. IEUle] et 9l Ve Tl wHoR B S S ¥| () o
& Qi Wt ~
1. vl g5 ofEeAlolES AvRRA U] 848 SR 0.720
ERE (2. v Fed ofEAeMdS F2 o AuAE AT £ 9
ey | o e, v 0.737 0.873  |0.805|0.606

3. B 554 ofEAl AN Algsie ARlas AFE 4= Stk | 0.727
1 ABIA FEREE v HE Aol Yt 0.793
e o Al BeEe 94 Aelg e 0820 | 0844 |0737|0.5%
3. A& BHAES UolA & =] Hh 0.782
1. U= g9 gs5d AuAS Ald AR8SE Aol 0.873
A}gji 2. AwAd A HHY Hoad AEIAS olgab E Aol 0.862 0821  |0.872|0.631
3. U dog HYY g55% AHIAE o8k W= 53 Aot | 0.834
Table 2. Correlation and discriminant validity verification results
He 1 2 3 4 5 6 7 8
1 AR A= .843
2. A8 784 .116* .886
3. S .109* .298** .858
4. FEEZ 74 g 113* 313" | 361%™ 767
5. ERF 79 Al 173 459 | 383 | 438 779
6. TR} 7|5t A 2377|331 | 286™ | 288 | 374 732
7. A& AR o= 997 1 4129 | 409" | 393 | 317 | 366 794
8. A7+ 919 = 230% | =457 | S 44T | - 484 | - 592 | - 308 | - 565%* | 873

Note : *p<0.05, **p<0.01, ***p<0.001.
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Table 3. Hypothesis verification and path analysis results

7H A= &S5 t-value Aefol 5
Hla ALEAF RIAE — Azt 384 258" 4.734 e
Hib AR} QA — WEEE 218w 3.963 A
H2 AZE 84 - 1= 148 3.277 e
H3 T=EE — A& ARG 9% .086* 1.968 A
H4a EE — fL2EZ 7|5 A8} AlE 314 3.585 e
H4b NS — SHE 7| ARRAL A1E] 307 6.407 e
Héc T — HHR 76 AR A1F 422 7.197 e
H5a FREZ 719 AREAL A1 — X4 ALS 9 408" 7.511 e
H5b ZRE 7|5 AR AlF - A& AME 9 169 3.361 e
H5¢ TERF 715 AREAF A1E] — A& AR o= L6877 12.798 e
Alglo] wizf &3t

ST — JLREZS 7|9 AREAL A1 - A& ARS 9 046"

NEE — ZHE 7| ARBAL A1F — A& AR 9 L0547

TS — TR} 7|9 ARBAL AlF] - A& AL 9k L0427+

Note : *p<0.05, **p<0.01, ***p<0.001.
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Table 4. Results of verification of moderating effect

5.1 G+ZE Q% H 4FH AAE

2 A7 89 7GRl ECT)E HIE =R
sto, ARERZE A1E]9] Al 7HA] AHEE 7IHEe s |t
A H955E AAE AHH 0" AMESH= olfE ©f
SfotaA; skoitt. ERE, ARSARY] Al=le} A& ARE 9
T 749 A5 TA tigt A1z 989 24 83E
sttt o]fgt 7|9k g o R thgat T2 £8
ANE =&

A, = APAS o= Tt HH HE5r
Ao gk 7| dR|ol1 2] 48 7ol gk A
A LS At A+ Zilo] T=H, Hg|
gogd AHAo] digh TEEe} X7 5892 At
|49 717 352 o sfid AHIAS A& ARG 9
L2 olojXIt}. o= £-8]9f M fESHA AR

=4, 4129 o] B AFoME Fa% T
< 3FtKSingh & Sirdeshmukh, 2000). AREA}7}

7Ha HEIHAIS t-value REEES
H6a TREZ 7] ARERF AR x AE — AE AR 9 -0.076* -2.073 RE]
H6b EE 7I5E ARGA AlF] x 9 — A& ARG 9& -0.035 -1.715 71z
Hé6c A 7I5E AREAL AlF] x 9 — A& ARG 9& -0.041 -0.957 71z

Note : *p<0.05.
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