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How passenger decides check-in option in an airport: Self-Service Technology Adoption model in passenger process

FEE-T

Keiichi Ueda

A 1l *2
G
Setsuya Kurahashi

B RER RS DR AR IR 7 SRR VR AR SR

University of Tsukuba, Graduate School of Systems management

University of Tsukuba

This study intends to propose “Self-Service Adoption Model” by utilizing the knowledge and experiences of front line
experts. The Agent-Based Model has a fuzzy inference system to let agents choose a check-in option: a conventional style
check-in position or a self-service kiosk. The experiments are conducted with observed data, which are collected from the
airline’s Departure Control System. We tried approximating the experimental space to “the real World” and evaluating the
proposed model by measuring how it reproduces the observed self-service usage rate in “the real World”.
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Table 1
1 IF “W” is short and “V” is low THEN “relatively
B not using Self-Service-Unit (SSU)”.
sy | T W is long and “V” is high THEN “relatively
using SSU”.
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Table 2: Simulation Results with Speed-limit=0.25, p/=5.1

Fig.3:Fuzzy composition

o Sp ”:; fimit 052,5 date406  date408  dated09  date410  dated1l  dated12  Ave.
> Productive quantity CC3BD3 CC2BD3 CC2BD2 CC2BD2 CC2BD2 CC3BD2
925 Usage rate  real data ()  0.351 0375 0.364 0.446 0.496 0272
A/ ‘ ‘ ‘ \ sim ave. (b)  0.303 0.369 0.303 0377 0.369 0.245
1 t difference  (c)=(b)(a)  -0.048  -0.006  -0.061  -0069  -0.127  -0.027
RMSE SQRT(c"2) 0048 0.006 0.061 0.069 0.127 0027 0.056
RMSE Varaiance
SSU : Self-Service User ,  Usage rate : SSU usage rate 00017
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Fig.5.Simulation Results with speed-limit=0.25, p1=5.1
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Experiments Summary : Usage Rate
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Fig.7: Experiments summary

5. |\|:|U
5.1 #&&m

BEEOBRIEE A= EBRANHEL S T T ElL
ZEnb () B BRI OB BRI EIREDT I T7 47 AR
T BER 7B RREL AR AT RE THY (b)) [ B NI T H DOFEL B
1T B EhE ORI FTREEN LA 1 T LW T R~ DR o0 =
BRI AEI AR CED LRS-

BEASGERIT AR R BNV T DA
A LB FEHSOBIREL VY, ABM &)Y — b2k o> Tl
BENBERREICHNELT a7 7 AN SN EHR L=
S249.

Table 3: Simulation Results with CSRs

s"”:; fimit 052,5 dated06  dated08  dated09  dated10 datedll dated12  Ave.
Productive quantity CC3BD3 CC2BD3 CC2BD2 CC2BD2 CC2BD2 CC3BD2
CSR quantity 2 2 2 3 3 0
Usage rate  real data ()  0.351 0375 0.364 0.446 0.496 0272
simave. (b)  0.361 0422 0.364 0.452 0.434 0245
difference () =(b)~(a)  0.010 0,047 0.000 0.005 -0062  -0027
RMSE SQRT(c"2) 0010 0.047 0.000 0.005 0.062 0027 0025

RMSE Varaiance

SSU : Self-Service User, CSR : Customer Service Representative 0.0006

Usage rate : SSU usage rate
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