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Pomthep Amnparat. (2021). Acceptance of Technology, Senvice Quality and Expectation Influencing
Passengers Decision to use the Check-In Service at Don Mueang International Airport. Master of

Business Administration (Business Administration). Advisors: Asst. Prof, Dr.Sakchai Nagnok

ABSTRACT

The study was a quantitative research. The purposes of this study were to: 1) compare the
importance on acceptance of technology, 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) in addition, the research focuses on studying the factors associated with
acceptance of technology, service quality, and expectation that influences passengers’ decision
making to use the check-in services through the website, mobile application, and self-service kiosks
at Don Mueang International Airport, and 3) the research also studies on the guideline of promoting
the use of check-in technology through the website, mobile application, and self-service kiosks at
Don Mueang International Airport. The sample group are 385 local passengers over the legal age
who have used the check-in services through the website, mobile application, and self-service
kiosks at Don Mueang International Airport. This research uses the questionnaire as a research
instrument, descriptive statistics, and multiple regression analysis at significant level of 0.05.

The results of the research revealed that: 1) the level of importance on after using service
was beyond the level of importance on before using service through the 3 aspects, i.e., acceptance
of technology, service quality, and expectation of technology usage. 2) Before using the technoloay,
the factors related to perceived usefulness, responsiveness, empathy, past experiences, and public
relation, had an impact on passengers’ decision making on using the check-in service through the
website, mobile application, and self-service kiosks. After the passengers used the technology, the
extraneous variables, perceived ease of use, assurance, empathy, past experiences and public
relation had an impact on passengers’ 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 have a public relation. There are support officers available for the customers with
step-by-step guide.

The accumulated knowledge gained from the analysis indicates that the passengers
perceive an ease of use, and trust in the use of check-in service through the website, mobile
applications, and Kiosk. These options are more convenient and secured, especially when the Don
Mueang International Airport has fully operated after the Covid-19 pandemic. For any technical

problems, there are support officers available for the customers with step-by-step guide.

Keywords: Acceptance of Technology, Service Quality, Expectation Influencing Pasls.gn%ers Decision,,
AGT
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