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ABSTRACT KEYWORDS

Airports and airlines are working to reduce costs in a variety of ways. One way is the introduction of technology-based self service
technology-based self-service in customer service processes. The aim of the study was to examine the reactions (TBSS),
of airport and airline customers to technology-based self-service acceptance located at the airport. For this technology anxiety,
purpose, the study investigated the relationships between the factors of the technical acceptance model such as  gadget love,
perceived ease of use, attitude, and intention to use, as well as technology anxiety and gadget love, which are technology acceptance model
the personal preferences of customers. The questionnaires were distributed to customers with experience of (TAM),
using airline and airport technology-based self-service (TBSS), such as the kiosk self-check-in service, airport-airline
self-backdrop service, and Chabot (airbot) guidance service located at Incheon International Airport. A total of
350 questionnaires were distributed by age-based quota sampling method, but only 286 questionnaires were
used for the analysis. The results of the study were presented as follows. First, perceived usefulness has a
significant effect on the attitude and intention to use. also, attitude toward TBSS has positive effect of intention  2020.03.04. 2118+
to use. Second, technology anxiety has not significant effect of perceived usefulness. but gadget love has a  2020.03.24. 1X} 82 &
positive effect on perceived usefulness. Finally, technological anxiety toward airport-airline technology-based 2020.03.28. 2X} +&& &
self-service has a negative effect on intention to use; gadget love has a positive effect on intention to use. In  2020.03.31. XBE2+F= H4
order to accept and activate TBSS, it is important to raise customers' awareness of the usefulness of airline and  2020.04.06. X1Z HXH &H
airport TBSS. 391 OFAAE
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L M2

42+ 414 Althel] A2 JRFAZI&ICT)oll S78h 2=l em, ICT7Ieke] §32 7ol a4
9 AMH]A AJARPA O] WSS 7E YAl (Bresnahan & Yin, 2017), 71&7]5H] A1 Mu|A 20 ¥3
847} ¥ Jltk(Josleyn & Raviscioni, 2017). THRFE3-2 20199 99RH Ui 32| YR (o] R =n]A]
Az A=A Ala-lo R Zehsh, ofo] wh UWbA S0 mHd - flojut Fol] BiAE BRIUAIE
Hhotol gt AA| A %391 o] &AL 2017H 50% $=ollA 2018 55%, 201991 70%HHE F5
Az Aj2dl] Zgto] AT S & Al7to] 30%7FF ©EE AoE Mty 2y 'A=3]] F£]1st o
JAAE 5 B Fads W2 4= AS BA7] ¢
= - AF5717] ARl ekt dZoly R 71&(1T)
A&l o] & FHor LAA £ QIoh(AZHIZ, 2019. 8 28)
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‘j. = v
A MHIA 71ES Foto] 719 QI 5 2 vaa S48 HIES A 4 glom 19| oAM= AFAlo] Ysh=
oI MRIAE AF AlEstal AT 4 loke AR I 7] AREE 9 4 Qlol a8Aolzk: W7HE T itk (Meuter
et al, 2000). SFARF 7]&oll tigt &2 T3S 23 Qe IS 71€7HE AAfu|A(Technology-Based Self Service:

=
o]} TBSS)ofl thst 4& 48oJ=E Ho|1 glom(Meuter et al, 2003), B B 5L 149 HE 7HAHE-2 TBSS9
FEo|HS A £ g Aol st (Bogicevic et al, 2017; Dabholkar, 1996).

B, el ol 1S 7Rt e, mHi E S0 S Flo] Holil AVl ek glom, Teid Al 71 AdskiA
o O

FHAQY A=A WS 27 Joh IR 71EeES 7Fske BlEk3ZH|ol(7]E3 23S technophobia) 2t Al71& 480l
BT oS Z= HlF3=dok(7]&°0: technophilia) °1FH(Osiceanu, 2015). 3], HlE=dejok= 7I&ARS] T2 % Gl

d
A71e Aol Tigt 3744 7 H H=E FATeEN A&H Feoed HQthal St (Osiceany, 2015). A13§Aol|A]
AH|AF] 71eARgEt st 717100, 71&ol gl Ades dEA e 71 2B (Gadget love)oll ThEE 84S A
UAITH(e.g, Bruner and Kumar, 2007), oFA7H] AgHA o2 A+t7} ZI3i=|o] @31 glof 7]e4=goll glof 7FAl 2jH.9o] o]
ot Ae QlE At Q5 (Ahn & Seo, 2018; Shoham & Pesamaa, 2013).

71&4E2 M2 7I€o] =UE o nith &40z ArElol2 /HFolARt 2 Eof T FtE= AFAlol7|= oh
(Donmez-Turana & Kir, 2019), 2PME ¥g, AntE J3Z A|FFohs 3-F3 ARlolA F53H= le £ofol7] = sith,
ol3t 71&-g3t Tsto] A JFaRloR AnALe] thdt AREuEl S ofsishe Ae F83hH, o=
oist Z=st Q=420 8E 4 YJri(Tellis et al, 2009; Yorkston et al, 2010). E3], AH|A Z &
A= Holx 97| wio] 252 TBSSoll thet 7|& &<t 714l 2jBet 7k ejes JFaRist 8o 7ke] TAE
Tofoh= A2 AR =Y - 2433} staA sk 3 %-F3AE TBSSY 983t 174 £8 4 WE e 9 =
AlZdo|Tt.

% U AR TBSSSF #ast =y - 9] AT ofA7IR = 535 Holw, FAAR]
71edHE, MElAEAE ST Y ST o] G (Liljander et al, 2006), AZAH]A 7]
ZHe] FFHA(LHY 5, 2009), 3 71&7I8F AZAu|A B ZFAY 7]eAiv|A0] gt aAFeAE (1] 5, 2017;
Bogicevic et al, 2017), &l FFAF AZAH|A 7]1&9] 71e48nd Aol 3t A (=917, 2015; 22 - FC3},
2009; g %, 2009; Lin & Filieri, 2015; Lu et al, 2009)° &% o] QJtk A= H=Q] 7]ead, Az Wi,
wakd o A=) AlAE, AIZIRE FRAM MHlA 5 F-FFAF TBSSY| A%, 1Hdet vlindi 71243 9 ATM 53
g2l ARgAF 24 Zdelof She A}dol] gt BERto] w2 AzAfH|A 7)ol ofgt 7]& 7R AmAfu|A0] ARAL
FEO=E =0)7] YoiME 3 d Ak Sell A7 §-8A-E=-ARE = 7H9] QI HARES AHE HQrt
ATk F=3H 27| 48 B BRlolA] A7 AREARS] AHQ1A Ao 8R1]1 7|& ERte] B QQ1wdt o2l At F-EAt
TBSSO] AREQ=g FIAZE 4= e 544 H=HIS A =g A7t oAl ot

wEhA] B Qe 3-F3A ol &) 37 W IS 71&7 9 AAfE|A 8ol A3t WSS AR At A7 584,
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Bl Bl ARl 7ho] 2 HAIE mlefsial TiEo] e B FErRIoRt 71 Aol8l1]l 7ie B 7H HEete]
AR ST BAE FokEuAt Sk

Il. °I2H H{7

1 BG-GB 7178 AmA]

71&7I9E AT MEIA(TBSS) o AHIA 49T A4 02 AZE shetiA Blolu o] MElAE A4 e 4 =S
shz BE 7Ied] HA a2 2nRith(Hendrickson, 1996). E71&0] ofdf AHQ1o] B2 42K ghg 435I 3o

[e)
P A 71, GRIRIA, HofeE 714 ANHEE Qv 2 Tt ol v1g0] FYLRS EA0R AT
2 =

L S [}

55
rlo
K=}

[o
HE
K

B Atk 3 Qlze} EFL oy TEE Frio] FR3% JAS s (AL,
A7k aA| HAA AP ol IFeg 9E 4 ATHEAE], 2016). 3 Ul AEA AlF=lE 719 Aas ti7IAzE
e g o aANHEA S Bl A9 MEEg YA, SAA Aie A 4 kA Sk (Bogicevic et al, 2017).
3 71eol TRk 2A49] JHRAL A, daA|a $ohE, S5 U HS AR AYAElA Fo] AlFEHA Fdolo tigt
HE=TT 35Sl Qe Ao Yt om (Marintseva, 2014), 3 EE ©o % Al 74 1919 3.68F2ollA Az g5
4 Al 78 1909 016882 94| ZAdES A tk(Bogicevic et al., 2016).

TE-aore] TBSSoll Tt A79] 74, Liljander et al (2006)2 F3AF AZAAR] A4S tgoR 7l&wu|E, AH|2
A =R 9 F4E 7te] JIUAES AHEHA 1740] TBSSO thet Ejwet 5ol =E =o)7] HeiMe 347 7IETHE
odgto] F 9ot sigith RS 5(2008)2 vl[§4E E /IHAT ] a8 SHoA FFAF TGS £EAAE =90
02 7|&4 SR (TAM) I 71&EH|=(TR) 8]1%e] A=l TRAM 232l Ho/dS diolx Sich 8 5(2009)
Az QHFY U AZAHA 7] ol 87 IS tfoR MIAHA 7]&o] B, IS, AN} 7H] AFHAE
A Eglor MIu|A 7]&o] /491 Amd, 2840 aANEE U oAl 34 JFFE nlHthaL silth

71&AE| A9

= d

Bogicevic et al (2017)2 39 71 HIAE 7@ NE Azxau|acl ZA|Y 7|eAHAaz EFolislon, &

T2 1A A, 780l B vlIAH, 2Rt AR} S 1A RS AT Sigith A+ 5

(2017) Bogicevic et al. (2017)2] QTEF S AHIAZY AHIAE o] &3 7oA A-8siglor, AxA)|=R], AL 46k

A, 27 E W Rgetolato] Fo] ZleAu|Avt Al W 7Rl feltt Fe nIAH, ot AEld W E%

I789] A= FIAIZITIAL SIl) 7stR4(2018) = Thast At TBSS fad< o83t 1L

4815 (Unified Theory of Acceptance and Use of Technology: UTAUT) Q] AILA QA (A7, =27, AkelA 3k

Ex1274)oll A B71F0], 53 245 FUISt] 27141F, AR 7He] FAE AmEglon, 27]Al=ols A7t 2
ay

=
57] wo] ROl IFS nAT 27N AFgelme] FHH FTL nlAtkn steick

i

2. 7leT82Y

Davis(1986)°ll 2Jsil 7HHE TAM(technology acceptance model: ©]% TAM)2 24 3§50]Z(TRA: theory of reasoned
action)ol|A] 0|22 PP AMEslo] AlF - 71e9] ARY=TL AlF - 71&2] ARgol mhE Ztol] Tt Hlgol| ofsiA ATk
AlRtstar flom, 8 ZA7o] Httk FAAR! ATE 7Tt & Zlolghe Yt H3o] $HHE wiofof Bl2A HAI7|&o ARG
480l 7k st AlQtskar Qlrh(Featherman & Pavloy, 2003). 7|48 R Hol|X = AREA] BI=E PAok= o #iQles
A2 78231 golidol A=A QLo (Davis, 1989), A1 ARE-Eold HQlS A1 §-8/39) Awcles &iE7|xe
ATE AE §E8AS FAA ARAE HET|zolu AlARLE o] 8Rte BN 3l AR/TL FE Aolgke Alde
ez Jod 4 len, A" ARG ol FEI|eolU AlAElE AR BE ol i g7 o8 4 leTiet
wAE AE9 H=E guldht(Ma & Liy, 2004). At £4 @ 5 TAME 2211 £32 913 AolE 4 muld 7]&
5 et 7l B2 dolA g ARgEIRler zZols @ #oke] Amanjar|e(AzA|Ae], 2ekd ¢ A=A]] 5)9
I8} qE =k WA Aqlo= ARRE A Qle FACITHEIAR 5, 2019).
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B L BY 5 VYN TBSSY BT AT S ERY(TAM S AETF A Thaat 2ok 22 5200002
FAF AEAAQ 71945 ol g AL YO EFHIE Y, §olY, f8Y, B% U PEow o] 22H WA
sugton], YEge golyolt GOzt e vlAe], Soy U f-84 Agelel, AHgHEE BFolwd] FHHY

(]
ACks sith X915 - $EEH2000)= FFAH TBSS o187 o AN, 7&4gmd 7] 2Q17Ho)
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o =3 Ao WA, A F71E ARgelmel folRt JEFEAE SleE el 3lth Lu et al (2009)2
A=A TBSS ol§aAe] &fAS, 7es&rd, A, fda]], Mua 2

NC of 08f mx ook
olf
o
=)

iz

g
e
1o
i
Jo
N,
’E
i
o)
ol
10
1o
T
)
N
d
o]
>
N
N
0
0
ox
ofo
el
ox
i
ek
2
0
©
o
091. fo
o9l
1o

= o
Hizol, F5FAE U Au|ag] QAL PFowo] §ogt JFS vt St Lin & Filieri(2015)+ Z3AF 221%1
A =] AE]A o] &AL J A AREO= 7ho] A A Egkon,
TE W1 7ke] Rolet FFHAPE kAt sigith =9175(2015)-2 HI3Y7] Ha7dddo] AT Bl A Flf 9 o] 87%ol
3oz $8oAkE dl&staat siglen, 19 XZHE 1 8R1(45, Al ARE-8olids Ui, &olide
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ElM(anxiety)& AEA0] TiRE QIA9] ARA2e} e §EgolH, &, ulefol] theh Fajgolu A7 Aotk (Donmez-Turana
& Kir, 2019). 2| 7les83 wAgh F3loA B2 7I& EfM(technology anxiety), ZFEl B2 2211 &3 &S,
wHkd BQF 5 TRt f@or EQRE Ao o1 glow, Vgt JeAget w WAYshs U AdFollA Asta B
7o) YEhd 4= Qlof ol2gt omloflA 71& Bto] Ao® sloig ZAE 4 Ural $HH(Saadé & Kira, 2007). 71&480lA
o] Boke FFE, HlY 7l& W e ARSI wls A er A, A, =7k AR, AVIasd, deaEd 59
7NN @4o] 7]R1IA A 4= lth(Leso & Peck, 1992). e 7IHF AJAE] ARE-Z B BRRE 7164 A E Alad]
ARgoll Slo] 1749] Bi= W sizo] BH oz Jgkg ujd 4= Qltkal $HH(Compeau & Higgins, 1995; Igbaria & Parasuraman,
1989). Meuter et al (2003)2 749] TBSS 4~& ¥ HA (AR, FHAL AAREL =)ol 7]& Beto] Fo3F AHHsyde
9513 Qlom, Meuter et al (2005)9] tollM= 9] A E/dxt 7iQ1A o] @471 &AL FHI=(HT WEA, 571,
58) Y A=Y AdHeE o G shar glom aR] AIA Aol AR Ve Bel oA ./, AMd HY
59 ¥lE AAlstaL Stk

7H 218 (gadget love/lover)+ McLuhan(1964)0ll 2J3l 8017} #5013 0]%, Bruner & Kumar(2007)2] A7ollA A1
71e7Hke] AlF E AHIAY] £& W ARl Qlo] w2 UAlA B715 2L Qle AR/AHAE AoEaL Qi 7 2 e
3% 7171 AHgg 719, 7171 ARgHell TRt =& olsliet IAEE of9A €& 4 d=Aloll tigh &3 A4} 7]70]

o

T ARFS EAE OIS 2k Qlrka Uk olefat AHjAte] 49 23 714 Aol thl o B2 MRS 2w glom (Thakur

il

/NS 7 AREEC] 71318 3 AR 71718 Al=sk=
A2 71& W 71710 et BAYE Al=et e AREHY] ounghs B3l A Ulell 239 71SAIE 2 Aulart 848
& Bt 9E€e T 4 Atk Aln & Seo(2018) & HAEF 7 d
2 IALLE AZ4E 7Hx7F TBSSell tigt fEolzol T T2 932 nixlen, vhd 7Hl 2jH.9] /Jgo] Y aAULS
WA 4t 71eMHlAs 8850 O 2 dFS nTa sigith
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BY-GSAF U240 JI&)|E AT HIA 281 Jls 202 X I 22 JYLHE FHC=

., A7 A

(technology anxiety)

Hs
Ha
\ TAM
A7 §84 Y = g9l
(perceived usefulness) (attitude) (intention to use)
Hs
Hz

7H 282

(gadget love)

g D A+ =29

1) S-F2A TBSS olgAie] Azhe 8-, Hiie, ARgolw 1ke] W

Lu et al (2009)& 7|oA3 7]4to] SFAF Aszx|=9] A|AE] o] &179] AFRO =S z0]7] JSiME T4 El=FA
QIFA Ab=o0] F237F MigTtal sielor, a9 A7 F-84E W L IRITA SIgiH: Dabholkar & Bagozzi(2002) &
TBSS9 217448 Aite H=ES, HEs ARR=E IAITAL 813t Lin & Filieri(2015)€ F3AF 220 A= AHlA
O] FAAEE thFeR o AollM v (R4, FAV, &olid )3 Hlaste] 179 2|7k f-84d0] A&4]
ARgoEol FHiAeR ¥ w2 JTE mATaL siith WA ARATE e R FF-FFAE 7lEgol Tt 149
1]71-Q Tl_glx-l H]E A9 719 1:]- 3} 7o 7S AR o]—o:h:]-

1+ TBSS o8] 2|7 f-8/d2 izl {2t IS v Zoth
Hp : TBSS 0§79 Bi=+ Ahgolmol] Foldt JF2 1A Aojch
H; : TBSS 8379 A4 {8732 Ar&ei=o] Folgt 92 v Aol

2) 71 B3k, F1A ejnst A7kE §-84, AMRelE 7he] WA

Donmez-Turana & Kir(2019)2 24l AlA”] 9 7]&4-80] Qlo] A|ekd 4%l 7|& &St} 7|e4- 8 Hol QAHSRl
A0 f-874/801/d kel IAE et BN Fol| AFEQon o]8ALe] e Bl A|4H golA Tl F(-)9] FFAl
/S 2Tl ST oMY A5 tieE] AFEl AHE 9I5A17]13L(Kinzie et al, 1994), 2HIY FAFE ARRANE
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Astrl7le Ao A (Wang 2007). Oh et al (2016)2 71&7 IR AZAu|A0] 5178483t fedsio] Bl P4

7lg AlElet 71e B AAISIeH, ZlaAln|aol tidt A=le A7 G884, &0, ARge=ol 3AA 03%“*%, &
B2 FAA 92 mizIthaL si3ith Ahn & Seo(2018)2 7HAl HE AJo] &2 uAUE TBSSell tiet A4 7HAE
8] ot 22 AREO=E ZH= TRl Si9ith E3F Shoham & Pesamaa(2013)2 71710127F59] 7 2A171&9] Al71/doR
st FiA o= 7er&o=rt Erka siglth o2t 7€ £Ri9 HEES T thet 22 7HdE AAsiith

H, © 71& B X178 9840 3(-)e] Wk w3 Aol
Hs : 71 9lEs X178 8840 A(+)e) d3%e A ol
He © 71& Bee ARgelmo] B(-)] gigre ]z ol
Hy : 71 HBE Algolmo] A(+)9) Fake mA olt

2. W5e] 24H Aol L 2AL A

7148549 A7kE §84L TBSSE olgsta Akt lo] S-8strka A7El: =S ojnjshs| (Davis, 1986),
A9E Foke ZET AEe aty, w2, 84 T T 471 23l tish SAE 64 H=E ARSIl & At
T-G3AE TBSSS] 749, =L U 7]@AF 7R A AN AJAE] AL £543 22] AlAF 5 3/t tiRt FEol
EF2 MHIAR, ob2] =EA|9) AH|A7E ot 7]&a-d 9] EH g =5 JAs] fRt AR s A4 /-84 HWJ
a23taA}; Jitk B o] A thdoll thsll 7R 544 = FAA 7S Quishet, ol 8APT 1 ol sl 2
Z0} B Atks 444 vkgo 2 AolE 4 9) o (Davis, 1989), Z3BFEAL TRSSOl et ele 7S 323t 8 =459t
AR EE TY-TFA TBSSE AGA R ol gstae == AoJst, A|&A4 ARGk, BRIF 5 & 4E3l tisl SAHE
54 H=E ARSI 71E BRI 71S7INE A A FgolA Agol] tith Fogo R °1010=l ZIEArES 7193t gAdolal
AHES71E ARShe =2 %] (Meuter et al, 2003; 2005, A@< - M, 2012)5H3lem, F 4530l dis) ZAHE 53
A2 ARSI 7 HEE A 7]&7)Hke] AlE I Mu|AQ] 8 I AR 9Jo] =& LH;(HX—] =718 Za Y= S
OJu]st (Bruner & Kumar, 2007), 71&715 AlE 2 AHIA ARES E719IsAY, & 285t A3l A3t & 7] £
tisl SIAE 54 HE=S ARSI F-TFAE 71E7 IR ALAMH|AE IHA=AIT S Al BndS WEsto] IHRR.E, okzut
L o7 FAloIM ol§ & e AAFE AIMH|A 7|ES 2ARICH, 1 FEPoR AIA|AQ] 7|eAF, AEdta
e AT MIEF AIAR), FIR/M AR AHA, T U tigals ol BixAa" AZAE|IA 5 10719 AHlA FES
AA7geteiet ol 8Pl LR olPASo] F2 ol8sh= TBSS fS BEHERE SHoI%ly, 37 o834 U TBSS
0] 83145 H|&H=2 =A519t;

HJ

l‘ll‘

oOXT =
B o] MR QHIAITY Ul 9T FIA Y T 71e7r AZAE|A(TBSS) S 083 Ajlo] g wAg
o I SgmR F2uol ofs & 350%(200h 100%, 30 1oo-r, 40tH 100%; 50t o1’ 50%) & wjEat3Ch
st Teket el FAl U 2%

23 =
IEEAEPHS %o-swuk deas 73 S U8

= —
1 3]sl BiEZH 3508 5 289H-5 3l4elglon B/AJAISH SHARAIE A At ﬁﬁ 286‘1'4 FE FES ez
AlZBAS 235190t B Ao EAA x)2l= SPSS 21.0 for Windows ¥ AMOSE &8319jom, 29Ake] Ql1EAA

| 71& A, oSl tieh A W e FEE Qo] A =EA, FRIQRIEA(CFA), AHEA,

=
7PARSE AsiME FRGHARY(SEM) S Z-E33iH
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E D 2AAS I73A% 544 9 o183

d = n % g = n %
aZol5} 3 11
e o4 135 47.2 g oo oietas | 1s 64.3
A 151 52.8 aF el = o)A 9 46
1 2 .
20-2941 86 30.1 =
- z 151 52.8
- 30-39A1 70 24.5 2E u}i 132 46.2
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