S CCE
oo
CHE

UNIVERSITY OF MACAU
FACULTY OF BUSINESS ADMINISTRATION

DETERMINANTS OF CHINESE
AIR TRAVELERS’ INTENTION TOWARDS
USING ELECTRONIC TICKETING
Che Wai Sam

M-A2-6145-0

Thesis presented to the
Faculty of Business Administration
University of Macau

In partial fulfillment for granting the MBA Degree

2004



TABLE OF CONTENTS

EXECUTIVE SUMMARY....ccitiririiiiiiiiiniiiiiiisiisiississiisssiiersmmsasrsssssnssssenes i
ACKNOWLEDGEMENTS.....ccoiiiiiiiiiiiiiiiciiiinesniresestassssssnresrenmanssessonnn tii
TABLE OF CONTENTS....cuiiiiuiieticeiieiiiettestiiisietnretsssesssssssssinsmmenrsnsassnns iv
LIST OF TABLES.....c.ceititiiieiiiiaiiineiitisiiiiatiiiitisirsetarsnsasessssmsrsnsnssnsaces vi
LIST OF FIGURES. ... iiiiiiiiitiireiirien s sinsnstnssssssasessensersaomassastaesssnnns vi
CHAPTER L. INTRODUCTION covrerrrvvirseersssasesasssesssssassssssassssessrsasssnsssasssssssssassssssssssssss 1
CHAPTER IIL. LITERATURE REVIEW......viiiinrmnninenesninmasassemsisemssasisssss 5
Electronic TICKet ... .ottt et s e s s sae s e e e san e e 5
E-ticket ACCEPLANCE .......cocveererecreriierterereeer et st e saessseesre s sae s rea s sre s e e tassnnasanasresssesven 9
Uncertainty REAUCHION .......ocoiviiiiiiinnireceeneciee sttt s s ta s e e s e ens 10
Technology Acceptance Model ........cooivcirninririrrircr e 11
Theory of Planned Behavior ..o e sssesesssessennes 12
CHAPTER II1. RESEARCH MODEL ........cccconiisnnnsissasisssnsssssssssnsssnnsasssessssrsssssssssassnes 15
Intention to use E-ticket.........covcciinciiceiniecninnnnecenens ettt e o eseaenas 16
T S ettt a et et et st b et eat e ra e s a e e s e e s e e e e b e e e eaneans 17
FamilIarIty . ...coioiiiiiiienicreeniee et e e s e e et 19
Perceived Usefulness .........oovviiiiiii e 21
Perceived ease 0f USE ....ovvimirire 22
ARLTUAR ..ottt bbb e n e a e e e e nee 24
SUDJECHIVE NOIMIS.....ooviiviicii s e e e 25
Perceived behavioral CONMIoL .......c.uiiiiiiniciiniiceccniseiseiereeree v s resr e svaseaea 27
CHAPTER IV. METHODOLOGY ....ciricninirnsnsninssassinssssasssssssssasssssssosssssassnsenssasssassns 29
ReSearch Stratey ......cccoreiriiriiicc ettt s 29

0% LT3N 10=) r =0 LIRS ) B = 1611 o) <SR TR U O TR RPRTRUORURRRURU 29



Validity and Reliability in Measurement.............cccvcevveveiveiiniirienneenseerceesceesvvessneee 30

Respondents and Sample Profile ...t 31
CHAPTER V. RESULTS 35
Tests for Proposed HYPOtheses........cccoevieiiicnninecire ettt sve s s e e e eenens 40
Additional Tests for the Influence of EXperience.......cccccoveverecnecveinnicrrcesscceccnnenenanes 43
CHAPTER VI. DISCUSSION ...ccouvcvrerssrresrsssssassssrsssssssessessssassrsassassssasssssssssssssssasssenssasas 46
FINAINES ..coiiiiiiiiiiiniiie it en s s et s e s n e s s a e ne e san s sanesaseenananas 46
LAMITAONS ..ottt st s est e beab e s st e see e mees 55
CHAPTER VII. CONCLUSIONS 57
Implications for RESArchi.........ccoeierierinicrnennenrcs e serasaceresensensscssasasssones 58
Implications for PractiCe ... sssiessessssissieseesees 60
REFERENCES......cccvsmisiessscassnsssrsnasssnsssssassssassassssisssasassasassinssasassasssssasssasssassnsssasssssess 65
APPENDICES - 76
Appendix A - Questionnaire SAMPIE ............ecvrerreriiinerccrc s 76

Appendix B - Measures Used inthe Study ... 80



