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Usage Intention of Airline Kiosk Service Based on UTAUT2
Model

- Focused on Chinese Tourists-
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Abstract

This study was to identify the efects of four factors of UTAUT2 model (ie,
customer’s performance expectancy, effort expectancy, hedonic motivation, and habit)
on the usage intention in the context of the use of kiosk at airports. In order to test
the hypothesized model, data were collected from survey in 2020 and a total of 310
responses were used for the analysis. Results showed that performance expectancy,
effort expectancy, social influence and hedonic motivation of the UTAUTZ model
made significant and positive effects on the customers’ usage intention. Results also
Iindicated that the customers’ perceived risk had significant and negative effects on
usage intention. In particular, the moderating effect’s of crowding perception, which
Played the role in between the factors of UTAUT2 and customers’ usage intention,
nas shown to be significant. Based on these results, theoretical discussions as well as
practical implications for airline service enterprises, who consider adopting kiosk
have been suggested

FH 0 (Keywords): &#&&E E&7I&T20/2(UTAUT2), 7IRA3(KIOSK)
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ok goldo R FojHnh, B4, o8 &ole MEeR Ves 4A A
&t & 9l F=o]th(Venkatesh et. al., 2003).

% o FH o] Atghou 2ol F a8 AlgEo] RS 7]ES LS
of gtfa e FLE oujgith. FA T, ASA 24, w9 Jide g At
T Ta% AFEC] AEE 7lEs AHEsloF dtta ®E Q1o HEolth
(Moore & Benbasat, 1991, Thompson et. al., 1991).

201 A EE 7]eS AHSshe Ala Adatr] fg 22 Fola 7]=4<l 7]
Hho] zt3:olz] Slvta W& A rolth A7 9] A, FX 24, AL Hd L
=2 P9l 2HA °§§}% n2E U2 A2 7[eAH8 Y-S e 74, =
2 7]¥ko] Zt3olA] Qlttn W HEo|thAjzen, 1991; Moore & Benbasat, 1991;
Taylor & Todd, 19953, 1995b; Thompson et. al., 1991; ).

g4 Frle NEL 71ES ol &8 o2 BAste EARIY AnE ©
3, AE A zElo] 2olA A Z4H 7o E NdstE o] 7w Vel JEF
S FE Ao® FAHAtHVenkatesh, et al., 2012).

VA T E ARAF AR Ao R QlE HX
o tiH|ste] A& F e olds A4St e AER
B} ZEI7|sARE] gk ool Tt Q1A
(Venkatesh et al., 2012).

o 3] 2R P9 E AsHom ddstae e grlst oldd g
Aol ot B3 g9t AsAelgta AXskE i A =R Jehdth
(Venkatesh et al., 2012).
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o] & Ev AA AT AHAQ e T Lo R 9o s A HA
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V. AFSEA

1. E2 AFEANE 54

£ AT E 31089 A digk A AT S dig EAde
o3t o] yehgth M-S YA 155%(50.0%), 94 1557 (50.0%) & LFERSET
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(39%)2 JEehsTh

B AToA Ao, =271, A8l A g f2bd E7], 7 7R 9 ARge e
=4 gEof tall SPSS 2408 o] &3l HA At <F 1>9 2ok
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W ¥
¥ TE AAN .
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o . X3} V=R Cronbach’s
29 o5 Ao SE. CR. AVE g .
PEL 0.787 0.05 16.36 7
PE2 0.809 0049  17.076wxx
A1) - 0818 00 1730 0.741 0.920 0.837
PEA4 0.8%
EE1 0811 0045  17.900x
. EE2 0.829 0048 18579
=71 EE3 0815 0047 18034 0764 0928 089
EF4 0873
sl 0.801 0106 12127
ArEl A SI2 0.821 0105 12334
&k SI3 0.753 0092 875l 0.687 0897 0813
Si4 0785
FCl 0.7%6 0081 13214
E vy FC2 0.779 0078 11544 0.720 0.8%6 0.803
FC3 0.808
oera HM1L 0873 0045  20.210%
;7 F HM2 0.851 0.05 194195 0.763 0.908 0.901
© HM3 0.834
- PRI 0.891 0046 20922
a3 PR2 0.868 0048 20117 0.774 0911 0.910
2 PR3 0877
BIl 0.8% 0039 23630k
Aol BI2 0.8%5 0043 23101 0.851 0.945 0.921
BI3 0.901
< 001

AP x?=531.212(p=0.000), DF=231, CMIN/DF=2.300, NFI=0.907, IFI-0.945, TLI-0.934, CFI-0.945,
RMSEA=0.065
23 ARE A4l x*2 531.212(p=0.000), DF=231, CMIN/DF=2.300, NFI=0.907,

[F1=0.945, TLI=0.934, CFI=0.945, RMSEA=0.0602.2 YEh} Adtx o2 wgo] A
et Aoz Aodrh o] e FEE ol gt AF °‘HV4 o2 AFPE Bt
8= Cronbach’s a= 0.7 ool 2l o] Sl Aoz t5sitt. 23E A
ol d & 25 p<0.0019] FEollA frelet Aoz ‘/}E}‘Xbﬁr T3t RE SR
FEstaAT7E 07017, d AE=(CR)7F 0.7 o], Bt ZHAVE)&

Fl

e

s

r-\m

0501 dold ATEYEe dRHITA ddd ‘”E‘r Hair et al., 2006).
2) EHHEIEM

WHEY A7) AsliA daaA 245 AAls & dTe] dadA vl



T =8 s = <9d Add A
Mean 5D g g 9y oz 5 9@ de

;‘ﬂ 421 W1 074l

; j 403 73 % 0.764

Ali;‘ 409 65 (6225 .(6.32?);‘( 0687

=S| ok ok EE

ca A6 BI 0T

P e e ae

EE I e . s e il

N o - T

#xp< 01

a A2 AVEZRL b () <k A= JaATe Als

<E oA tZA HRel Wse] AVEgolth A9E weq BE dAEs
AVE gto] ZAuisel 4aab] AF guh 2 2oz Jepdeh mebd T
2t BEEEAel sl Aoz Y,

J

HAS A Ae) AMOS 0% AHgste] TP A S A5

o A2REo AH3x A2 Ay B A 3} 23 DFa 531.2129 23102 e}
Y3, A2rge AdES Jehlls CMIN/DEgke] 2.300, NFIgke] 0.907, IFIgko]
0.945, TLIZke] 0934, CFIgko 1 0.945, RMSEAZro] 00662 7|53 & 2ZF3l7] yl&

= <I 4>

mgo] AWA O AR o ek, ARENe] B4 23}
4



92 sEAFALAT / A3B8E Als

71 Az A= fff SE CR. pat Az}
Hi1 I — Aol = 0.321 0477 0.036 8,88 0.000 e
H2 &/ — Al T 0175 0258 0034 5103w 0.000 e
H3 A8 9% - AH89= 0298 0277 0059 5025w 0.000 A=
H4 327 — A& 0.063 0.063 0.077 1.065 0.287 712
H 284 57 - A9 E 0113 0.184 0.031 3,693k 0.000 A
o6 AZdE 98 - A8 0224 0371 0031  —7154%ec 0000 el

X?=531.212(p=0.000), DF=231, CMIN/DF=2.300, NFI=0.907, [F1=0.945, TLI=0.934, CFI=0.945, RMSEA=0.065

s <0.001

VRS A3 2 wie] CR.aE webA AZ7U®.837), =3 7]t(5.103), A2
2 4H5.025), 284 £71(3693), A1ZtE A& (-7154) F2&-Eo] 0.000= p<0.001
S A Foe S nA = Ao R Yehdn A ZA(1.065) sk &e A

o & yehyth wabd 7Hd HI, H2, H3, Hb, H6S A€ 7 HA7} 712591



SRPUTAUT2) S A48 8 Wl 71923 Au|2ef Agofm 93

(Z B)ETRZol| het S8t Z2E4 21t
s Hd =& Hd
A 4= Az #Fk o d= 2Tt CR Az zpol
A A A A=

H7 I |g—-AEe = 0245 0365  402#xx 0341 0512 7.684wx 1.268

H  =g7|g-ARY = 0248 0304  3.238*x 0088 0139 2.339% -1.975%

HY  ARBAQEA S E 03260 0388 3802« 0303 0258 3866w -0.202

HI0O FRx0-4189% 0.131 0.131 1.403 0.0%4 0.106 1673 -0.341

HIl <=8 F7|-AMS= 0219 03%6 5628 0011 0.027 0.231 =3 13Tk

HI2 AZEP-AMH9YE -0196  -0284  -3.098+= -0202 -0361 -5.805%x* -0.082

#1 p<0.05, #*x p<0.01, #=*+x p<0.001
AE mEbA 2] v Hed) 52 A 3 2 g -ARE A R
ztol= BAACR ot Ao 2 YERGTHC ritical Ratios=-1.975<-1.96). &
A =2 A 2 22 ST oARR ' AR Atole BA

F Ao 2 YERITHCritical Ratios=-3.737<-1.96). webs E3x] 7}
ARgo=7ke] foldt 2H gIE vA]E Aolt)h 1Y

7MdH8% Hile]l A& s %iar H7, H9, H10, HI3E 712t5 it

rr

rlo

b JZi ot 1o

(0

v.2 &

2 ATE 42 230 299 29 W 71943 Au)ze] tia ALgRe] Fgo
£E AZPAGT o F 5o 7023 o] §A9 AEES BY 4 Yk WL
AW R0 9T B AT e ATEAS B el B4E A%
Feuae] SYusT) Lo Erte] GA S seteln EE o] a4
ERAZe) 24n9E PG RA AT AT ARE vigow B AT gra
ANEE AN Thest 2o

B Ao SRR ANRS AN e 2 A, B dTe F39 o
o2 UTAUT2 28< 58l 95 AH|2 Hopd] Sl AZAN 2 7448 tja
A7E AT ouls) A B QAPE B 1) 71223 AH| 2 o] Ao
e FRAL Yow @ ASATAN UTAUT2 23S £d) 7129 71454
B (TAM) Wr} Aelo] £ vaon g 7]9xa Algd td Heg sht



o] 2ol HolF1 3lvt. wh2bA UTAUT2

ThETHMATRT TITRETAPITR T RETPEP NG D
BAE e RN BN mﬂﬁua%ﬂ%ﬂﬂ ﬂwgﬂmﬂ%ﬁ%ﬂuﬁn%
TR EN g g g PrsaTx 5y TUHodTaxeswo
T rop CENNE GEWER TN T A T o ®E TR
Na ged 2 XX 2 LAy N g Pagym g HR gy TE < A
R gmgrR®@RI s N g aPagg i TFTIcpdswmdd
—_ '~ o B & o) ®r o R X% o " o N Mo B o
o) N 1__/lo U.A_ W.Xﬁ.mﬂxq‘la ﬂﬁéaﬂaptmﬁe;o7ﬂ01|
oqu‘dM‘WEWMEEM%o_EﬂO%iMw‘.ﬂh.o':/.mu U.Wmﬂeﬂls‘mﬂw.ﬂmuﬂ
FO I TR T2 h s PowT® X% 0N 0 WL
~ o 3 oo T e =3 %o N w o g = 0 R oF = Mo Moy oX
TERPET T aTE T e mr gt R R g -
T BEE T LB P o e TSI h W T Lol L™y
a..immﬂr.%ﬂr%rﬂ@ME;:_Lﬂeﬁww_ﬂoﬂu%% T w ey X
0 o — [ A . == i
PR FE BT PR LEpe T kR XFHaESTEE S
T, x2®x Cl ¥ X e L e T IO I RS o
SRR R N O o A B A -
T T NN F e N e B L mTo X L ME
= B 5 < ~ oo <] T mo = MX W o Lo m
) 7 ol — ~5 = ~ iy
Foowrdpd 2 i Tl 2T et % 2TEITEE IS
;oo‘.LIO#\JM ‘.lrleM\l‘l‘Wﬂ.O:/Z 7;01_! . ‘|o O ‘m} ,_L.E]
A EEES PSR SSES AFEEL I TS S
%ﬂ%ﬂm_xﬂguﬂﬂﬂEﬂ%%ﬂwﬁ%ﬂ.mﬂ%OAW%WHEQﬂﬂmemﬂ
—~ f o — s j—— —_— —
ﬂbgaaHoaﬁ%%mmmﬂmwov%ymoEOMﬁoux?Wuw&%%maéouoq.f
N B N - = iﬂmoma%#%ﬁﬂﬁiﬂwoﬂmmaagim_%
KO oty W T B o— N ~ = ey o X o B o © <
i % ST T ) TmmA%ﬂﬂ%ﬁ@%%iﬂrﬂ%ﬁ]%ﬁ
NG T A I - S T e O R I R S
X ! <K T v — N ~X
R = 3 Eﬂf_f&oLg@U%@zAﬁoﬂwiégﬂ7c_oﬂﬂ%_dzﬂé
I IS s - T T P PO B SOl N B s =2
W 4 — G =t o) i g2 -
= ) K TH B — oy R R = B — BN B OBW =0 0 ™~
TN R = 3 o o B XM N o X = A e P e & o =
oo SN YUYW e g ST wE B W OR T ™R g
W Mo DEFFRAAN T IIRTTUN PFT AT R T

=

=

xR

A7te] 27

1

=%

3y A,

S



95

s
_

(UTAUT2)S A48 23 U 7)9.223 Au| 29 A9
A Q%719 )

&

B K e S~ T oo ) Mo o oo do
TR T X L R
. mw T ol o I _mm go N
o Moo A B x G+
"o — E o .~ Eo
gl ol 1o° Nlo X | ~ s
. oo BN v} VI z,__l 3] By — ~ .
¢} X —~ ~ )
,ul _M ..:1_ Ml _IL Mﬂ =L 1_,_AI N = i 5
L ) ~
NI o - K )
DI ¢ B oeg_ ¥ oq
g TE A N Thw 0§ o= X
5T x §_gpdwgy + X
— P | = —
P T Ay YO dRAEZ2eE 1&g
1o do 2 (- o WL, S e <0 g
FoC R S R T R Emolssw PE
o |5 —_— — 10°
Hﬁ%9§ pal 2 T R U = AR =
el in ] oH ~ 4 — >
g 7SR  SaTazieTEE
wo o M om ol = Exgsld 2 — 5 3
o T T il = = &R bl 3
(=) N il eyl m <l = oo & Y oo By oxr
o Wrapm g o R w1 O me
‘Z|u Bl o~ sl CRS Y .-Hﬂ W_v R N ;E .,W e
,IJ_WI o . < 1 ZT . 1t_u|_ o7 T S Iyr XA . I.M B
_sLﬁTﬂrrnﬂl ﬂmmﬂﬁw% XOQZ%LTZE
B Tl grenediz o
= — ) X .
Mg T TBEBSWE®ANETT
P ) R e I
TS W B NS PXRLrsT e
= = CUBES =) O GRS = b 5
R i SCELPRe=SxE"5
Ao L WNE ™ TR T ook T o
= x o o W o AR FT ETTE H W T o
:.L AL o AL
o#ﬁi%@wﬂ mMS oW Ao mMd o
o ) T mﬂ X W = m_wm B go el 3 =
T <X %® N T R o N ~ 0N H  E %0
= o ® U o N N

A HR7)E

3L

]—O

5], 26(4), 54-63.

1
51

o/

o Aol mA|

o
g}

/, 27(2), 150-156.
o

X

)=
-

o 7BA
5/, 20(5), 141-150.

1

=
[

o/
=

5/
(UTAUT2)

A AE] S

7]

o
SR

A
1

O/
LR, 4

}

2, g5 A

g]-elevt (2015). 23 ©]
7]9E A LA H] 29 o]

[¢]

2~

]

ke



MEA- g 2000, 59 0 EAOl e Azl FulgEel MAE 9%
717~ 24(5), 381-399
S804 Y 223014, e dolel tuto) s Mgl e JFL vAE
891-UTAUT2 29| & gr="o/ZF H e8] H 68 7-33.
FHY - A - SADEND). FIA] AIAY 27 B DI 0] 2o

et A FFH7AY 23(2), 345-359.
LFA(2010). JTE M2 =89 d&agl. FYH7~ 39(1), 55-79.

olRsK2013). AEA BHE Al SdolA HAAA AHE olf o= dF ]l
UTAUT 2de9] &-&. %@A/AEJ’OJ?— 22(1), 179-198.

o]3](2018). FFHE F7eFE LY (UTAUT)S A= 3 58 uo] Al
AU 27]4(SST) ©] 4 ﬂ . BB RENF 17(4), 5-24.

o|A & ETH2017). F= BHtY T9F AH2=9] o] & P9 ok JEE wA|
g9lef| gk AF-UTAUTZ B8-S FAC R, ¢EZFH I 54(1), 258-313.

Ao - B R(2013), Fo] mAlY AAd] B3 ALgAL £ B AZATF
“UTAUT 29& 7|ato - ey FA8A 7 13(2), 187-215.

ks 5-}463511 2017). Buld gl Ay 2xol gk A8} $4338E B3 7|55
£ BYUTAUTE Ao~ g79/4/2r¢/el3]x] 13(1), 67-82.

SR TR %(2017 ). AU F&3Y Au]2=9] AREA} 8ol g A5 UATUT2
HdS 83510, e-H/ 2297 18(3), T5-%.

e f(2019). FFALE fEFA I AR ol et AT FHE TV ETER
d 2UTAUT2)S #& }0% FFE Y7 23(2), T19-T35.

Ao HEa(2018). B87]EFE0|2(UTAUD .2 283 OTAS =il &d
o SkA{H| 2= Fruf o] Lo J&} AT 2 GG I 20(7), 217-233.

#719] l%ﬂ (2016). F3HAH o] & T Qo] &g A= P
gk, o7 21(3), 1-25.

ziiyq-zﬁ-rf zgwﬂ@oosa). AZB| 2 N3 7] exa ALRoe. FF a7
21(4), 295-315.

fr

AN BN A H006). AT B9 A D B gke] A
FHTAGA ool sl =B (PISAF 2004) & $4l 2. #5597
18(3), 23-41.

* 7o)l

Bhattacherjee, A. (2001). Understanding information systems continuance: An
expectation-confirmation model. MIS Quarterly. 25, 351-370.
Chang, H. L. & C. H. Yang(2008). Do airline self-service check-in kiosks meet the



H4H EPIEFELIUTAUTDS 468 39 ) 71922 Aulzel Agee 97

needs of passengers? Tourism Management, MIS Quarterly, 29(4), 399-426.

Kim, Byung-Hun & Yoon, Moon-Gil, 2011, A Study on Customer Acceptance and
Utilization Behavior of Airline e - Service Using UTAUT Model. Tourism
and Leisure Studes, 23 (6), 471-491.

Martins, G., T. Oliveira, and A.Popovic(2014), Understanding the Internet banking
adoption : a unified theory of acceptance and use of technology and
perceived risk application. Intanational Journal o Infomation Management,
34(1), 1-13.

Meuter, M. L., Ostrom, A. L, Roundtree, R. I, & Bitner, M. ]. (2000). Self-service
Technologies: Understanding Customer Satisfaction with Technology-based
Service Encounters. Journal of Marketing 64(3): 50-64.

Moore, G. C, & L Oenbasat. (1991). Development of an instrument to measure
the perceptions of adopting an information technology innovation. /nform
Systenrs Res. 2(3), 192-222.

Peterson, K. (2006). Self-service top ten. Airpart Business, 20(7), 20 - 21.

Rowley, J. & FE. Slack (2007). Information kiosks: A taxonomy. Journal of
Documentation, 63(6), 879-897.

Stokols, D.(1976). Experience of crowding in primary and secondery environments.
Environments and Behavior. 8, 49-86.

Thompson, R. L, C. A. Higgins, & ]J. M. Howell. (1991). Personal computing:
Toward a conceptual model of utilization. MIS Quart. 15(1), 124 - 143.

Tung, L. L. & J. H Tan (1998). A model for the classification of information
kiosks in Singapore. Journal of Information Management, 18(4), 255-264.

Venkatesh V-Morris M. G. Davis G. B, and Davis F. D.(2003), User Acceptance of
Information Technology: Toward a Unified View. MIS Quartaly, 27 (3),
425-478

Venkatesh, V. and F. D. Davis(2000), A theoretical extension of the technology
acceptance model : Four longitudinal field studies. Management Science
46(2), 186-204

Venkatesh, V., J. Y .L. Thong and X. Xu(2012), Consumer acceptance and use of
information technology: Extending the unified theory of accept ance and
use of technology. MIS Quarterly, 36(1), 157-178.

Venkatesh, V., ]. Y .L. Thong and X. Xu(2016), Unified theory of acceptance and
use of technology: A synthesis and the road ahead. Jjournal o the



98  zABVPAYAT / ABA A1E

Assaciation for Infarmmtion Systens, 17(5), 328-376

Wu, RZ and J. H. Lee(2017). The comparative study on third party mobile
payment between UTAUT2 and TTF. journal of Distribution Science 15(11),
5-19.

20201 10¢ 289 m A<

20209 1€ 129 3% 35

20208 1€ 279 HE 2 2s 2 ANEH
3 JRAAL 2



