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ABSTRACT

This independent study empirically examines the determinants of passengers'
continued use of facial recognition systems at airports. A theoretical framework was
constructed by integrating the Expectation-Confirmation Model (ECM) with key dimensions
of Self-Service Technology (SST)—namely convenience and perceived ease of use—
while also incorporating trust as an additional explanatory variable.

Data collection was conducted through an online questionnaire administered
to Thai passengers who had utilized the facial recognition check-in service at airports
under Airports of Thailand Public Company Limited (AOT) on at least one prior
occasion. After screening for eligibility, a total of 184 valid responses were retained for
statistical analysis, which encompassed descriptive statistics, multiple regression
analysis, and indirect effect estimation.

The demographic profile of respondents showed a predominance of females
(75.0%), with the largest age group falling between 41 and 50 years (35.3%). Most
respondents held a bachelor's degree (46.2%) and were employed in the private sector
(33.2%). The leading motivation behind their first adoption of the system was the desire

for speed and queue avoidance (78.3%).

Ref. code: 25686702037133ULE



(4)

Hypothesis testing revealed that satisfaction exerted the strongest direct
positive influence on continuance intention, followed by trust and perceived usefulness,
respectively. Among the antecedents of satisfaction, confirmation of expectations
demonstrated the greatest direct effect, with trust and perceived usefulness following
in order. Additionally, convenience, perceived ease of use, and confirmation each
produced a statistically significant direct effect on perceived usefulness.

Regarding indirect pathways, the analysis confirmed that convenience,
perceived ease of use, and confirmation all indirectly shaped satisfaction by operating
through perceived usefulness. In parallel, both perceived usefulness and trust
indirectly affected continuance intention, with satisfaction serving as a statistically

significant mediating variable in each pathway.

Keywords: Continuance Intention, Facial Recognition, Expectation-Confirmation Model

(ECM), Self-Service Technology, Trust.
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