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Abstract : The study presents the preferences of passengers on the quality of service provided by the two airline check-in
methods currently present in airports-traditional counter check-in and common-use self-service kiosks. Since a study has
shown that  airlines  perceive  self-service  kiosks  alone  are  sufficient  enough to  ensure  adequate  services  and customer
satisfaction, and in contrast, agents and passengers stated that it alone is not enough and that human interaction is essential.
In reference with former studies that established opposing ideas about the choice of the more favorable airline check-in
method to employ, it is the purpose of this study to present a recommendation that shall somehow fill-in the gap between the
conflicting ideas by means of comparing the perceived quality of service through the RATER model. Furthermore, this study
discusses the major competencies present  in  each method which are supported by the theories–FIRO Theory of  Needs
upholding the importance of inclusion, control and affection, and the Queueing Theory which points out the discipline of
passengers and the length of the queue line as important factors affecting quality service. The findings of the study were based
on the data gathered by the researchers from selected Thomasian third year and fourth year college students currently
enrolled in the first semester of the academic year 2014-2015, who have already experienced both airline check-in methods
through the implication of a stratified probability sampling. The statistical treatments applied in order to interpret the data
were mean, frequency, standard deviation, t-test, logistic regression and chi-square test. The final point of the study revealed
that there is a greater effect in passenger preference concerning the satisfaction experienced in common-use self-service
kiosks in comparison with the application of the traditional counter check-in.
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