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Abstract

"Web Check-in" nowadays is one of the strategies of "technology-based services" used
widely at the international aviation industry. It provides clients operation on their own
independently through the Internet which can not only save time while passengers are waiting
in line for check-in, but also help air lines to save business operation costs and help airports
manage the use of terminal areas effectively. This research applied Rasch model, which is
commonly used to measure Latent traits in psychometrics, for data analysis, converted the
data of ordinal scales obtained from the surveys to interval scales, evaluated the barriers of
the self-perceived ability of individual users during the process of Web Check-in, and
observed the respective degree of difficulty of barrier types based on the comparison of the
same scale. The empirical results indicated that, the barriers were in order of “the Web
Check-in System is of good quality”, “the instant responses of the Web Check-in System
service are very good”, and “there are sufficient instructions for the Web Check-in System
service”, indicating that the design of the system service needs improvements. Furthermore,
the Rasch model provided a comparison between the respondents’ ability in image concept
tests and the degree of difficulty of questions, and conducted cross-observation of
self-perceived ability and the degree of difficulty of questions. Moreover, this research
compares the differences between the abilities of respondents based on their demographic
characteristics. The following four suggestions are given based on the above: 1) design
suitable service strategies; 2) increase the level of perceived ease of use of users; 3) the
instruction of digital process, 4) to set up the customer service center on the internet. Finally,
the design of current Web Check-in System has been modified, based on the observation of
this research, in order to effectively increase the efficiency and quality of technology-based

services, and provide passengers with more successful user experience.
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