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ABSTRACT

The purposes of this quantitative study was to 1) compare the importance of technology
acceptance, service quality, and pre-post expectation of using check-in services through the website, mobile
application, and self-service kiosks at Don Mueang International Airport, 2) study factors associated with
technology acceptance, service quality, and expectation that influence passengers’ decision making to use the
check-in service through the website, mobile application, and self-service kiosks at Don Mueang International
Airport, and 3) propose guidelines for promoting the use of check-in technology through the website, mobile
application, and self-service kiosks at Don Mueang International Airport. The sample group was 385 local
passengers who reached the legal age and used the check-in service through the website, mobile application, and
self-service kiosks at Don Mueang International Airport. The research tool used in this study was a questionnaire.

Descriptive statistics and multiple regression analysis at a significance level of 0.05 were used in this studly.

The results were as follows: 1) passengers at Don Mueang International Airport gave a higher level
of importance to the post service than the pre service in terms of the three aspects including technology
acceptance, service quality, and technology usage expectation. 2) Before the passengers used the technology,
factors related to perceived usefulness, need responses, attentiveness, past experiences, and public relation had
an impact on their decision making on using the check-in services through the website, mobile application, and
self-service kiosks. After the passengers used the technology, external factors including perceived ease of use,
assurance, attentiveness, past experiences, and public relation had an impact on their decision making on using
the check-in service through the website, mobile application, and self-service kiosks. And 3) the Don Mueang
International Airport should promote the use of check-in technology through the website, mobile application, and
self-service kiosks, promote the convenience of the technology usage to passengers, and provide supporting

officers who would take care of give step-by-step guidelines to the passengers.

The body of knowledge gained from this study includes the fact that passengers find it easy to
use the service and feel confident to check in via website, mobile application, and kiosk desk. All of these make
it safer and more convenient for passengers to check in especially when Don Mueang International Airport is back
in service after the COVID-19 pandemic is over. The supporting officers will also be able to help passengers use

the service step-by-step.
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