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ABSTRACT 

The purpose of this study is to identify the types of check-in technology and the effectiveness of the 
implementation at Kuala Lumpur International Airport (KLIA). A set of questionnaires was used to 
collect data and 100 respondents participated in the survey. The survey instrument was found reliable 
based on the result of the reliability test during the pilot study and full-scale survey with the 
Cronbach’s alpha value 0.775 and 0.809 respectively. The results show that 87% of the respondents 
had used the advanced check-in technology and they were satisfied with the system since it helps to 
skip the long lines, check-in in just a few minutes, can be done anywhere as long as there is internet 
access. 68% of the respondents agreed that the check-in method that had caused them to take the 
longest time is the counter check-in method. Overall, the majority of the respondents agreed that the 
current advanced check-in technology at KLIA able to provide a smooth check-in movement. 
However, some customers still do not know how to use it and unaware of the existence of the 
advanced check-in technology. Thus, more awareness campaigns, advertisements and knowledge 
sharing should be aggressively done. The implementation of a single-token biometric system also 
seems to be a good idea. This system will help to reduce the check-in time to another level and 
paperless whereby the passengers will no longer need to present a passport or a boarding pass. This 
system is suitable to be implemented for future use due to the expected rising numbers of customers 
in KLIA. 
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1. Introduction  

Kuala Lumpur International Airport (KLIA) is known to be the main international 
airport in Malaysia and it is also one of the major airports in Southeast Asia and 
worldwide. Based on the 2019 statistics of the world’s busiest airports by total 
passenger traffic, KLIA was ranked in the 21st place (ACI, 2019). This makes KLIA 
the largest and busiest airport (MAHB, 2018). Thus, KLIA should have advanced and 
efficient check-in technology to provide excellent services to the customers. 

KLIA already had a few innovative check-in technologies. It is the responsibility of 
the airport operator to ensure that the check-in technology at KLIA able to express 
and astonish customers which at the same time increases their satisfaction level. 
The technology provided should also be well introduced to the customers. In this 
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matter, advertisement plays an important role to promote and provide knowledge on 
the check-in technology. With these efforts, many positive outcomes can be gained 
such as maximize the application, reduce waiting time, improve satisfaction, 
smoothen the operations and at the same time increase the profits. However, the 
adequacy of the technology provided should be further assessed to identify the gaps 
for efficient implementation. Thus, the purpose of this study is to assess and analyze 
the implementation of the existing check-in technology at the Kuala Lumpur 
International Airport (KLIA) and provide inputs for the improvement.   

  

2. Methodology  

A set of questionnaires had been distributed to the airline passengers and 100 
respondents participated in this survey. The questionnaires comprised of 3 section 
which is the “Demographic Information” for section A, “Experience” for section B and 
“Opinion and Suggestion” for section C. It is a structured type of questionnaire that 
contains dichotomous questions, single-select multiple-choice questions, multi-select 
multiple-choice questions, and also Likert scale questions. The questionnaires were 
being distributed online by using google form due to the coronavirus (COVID-19) 
outbreak. The SPSS was used to analyze the data which involved the reliability test 
and frequency analysis. 

 

3. Results and Discussion 

3.1 Industrial Survey 

A pilot study was being conducted to examine what could be the outcome of this 
study. For the pilot study, there was a total of 30 questionnaires had been collected. 
The reliability test had been performed and the value of Cronbach’s alpha for the 
pilot study was 0.775 (as shown in Table 1). As mentioned in the general rule of 
thumb, the data is considered reliable if Cronbach’s alpha value is at least 0.7 (Glen, 
2014). The full-scale industrial survey then being conducted and 100 respondents 
participated in this study. The full-scale reliability test result is 0.809 as shown in 
Table 2. 

 

 

 

 

 

Table 1. Reliability Test Result for the Pilot Study 

 

 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items N of Items 

.775 .770 6 
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Table 2. Reliability Test Result (full-scale survey) 

3.1.2 Demographic Information  

The demographic information has been gathered to get information on the 
background/characteristic of the respondents. Out of 100 respondents, the majority 
of them were between the age of 21 – 30 years old with a percentage of 49%. The 
second highest group of age was 41 years old and above with a percentage of 21%, 
followed by the group of age between 15 – 20 years old with a percentage of 19%. 
Only 11% of respondents that falls between the age of 31 – 40 years old.  

Most of the respondents travel by air 1 – 2 times within a year. It had a percentage of 
67% out of 100%. There was 24% number of respondents that travel by air 3 – 6 
times within a year and only 9% out of all the respondents stated that they travel by 
air 7 times – above within a year. 72% of the respondents travel with their family and 
friends while 25% number of respondents stated that they normally travel alone and 
the remaining 3% prefer to travel in a group (package tour). 

45% number of respondents stated that their purpose of traveling was for vacation, 
33% for study purposes, 14% for other purposes and only 8% for business purposes. 
57% of the respondents fly internationally and 43% normally fly domestically.  

 

3.1.3 Experience in the Check-In Technology 

This section asked the respondents about their experience in check-in at KLIA. As 
presented in Figure 1, 74% of the respondents had experienced check-in using the 
counter check-in method. 65% of the respondent had experienced self-check-in 
kiosks. Meanwhile, The web check-in had been used by 64% of the respondents and 
only 38% had used the mobile check-in method. However, none of the respondents 
had experienced using the single-token biometric system. 

 
Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items N of Items 

.809 .817 6 
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Figure 1. Check-in methods experienced by the respondents 

Out of the 100 respondents, 87 respondents are satisfied with the service of the 
advanced check-in technology that they had used before. Only 1 respondent stated 
that he/she was not satisfied with the service. The other 12 respondents had no 
experience using the advanced check-in technology. The advanced check-in 
technology includes the self-check-in kiosk, web check-in, mobile check-in and also 
the single-token biometric system. 

Figure 2 shows the reasons why the 87 respondents stated that they are satisfied 
with the advanced check-in technology. 69 respondents stated that they are satisfied 
with the advanced check-in technology because it helps them skip long lines. 57 of 
them stated that it helps them to do the check-in process in just a few minutes. 48 of 
the respondents agreed that the advanced check-in technology helps them to do the 
check-in process anywhere, as long as there is internet access. The last reason that 
makes the 46 respondents satisfied with the advanced check-in technology was 
since it is easy to use and also easy to understand. 

 

Figure 2. Reason for satisfaction 

The reasons why 12 respondents chosen not to use the advanced check-in 
technology was that the respondents do not know the check-in requirement and 
procedure, do not want to keep people waiting due to their lack of knowledge, lack of 
confidence and do not know that the existence of the check-in method. They also 
mentioned that another factor is could not find any officer nearby, in case they 
needed help with the check-in procedure. 
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Concerning the check-in time, the results showed that out of 100 respondents 28 of 
them do not take a long time to check-in. While the other 72 respondents stated that 
the check-in process does take a lot of time. 30 respondents stated that it took them 
30 minutes just to check-in, 19 respondents took 20 minutes and 16 of them took 
more than 35 minutes and the rest took 15 minutes just to check-in. 68 respondents 
stated that the check-in method that causes them to take such a long time just to 
check-in, was the counter check-in.  

 

3.1.4 Opinion and Suggestion  

Figure 3 shows that most of the respondents had also agreed that the advanced 
check-in technology is suitable for elderly people and also foreign tourists. Overall, 
the majority of the respondents believed that the current check-in technology at KLIA 
supposedly able to provide a smooth customer check-in movement. The result is 
presented in Figure 4. However, customers’ awareness and knowledge regarding 
the advanced check-in technology, still play an important part in this situation. 

 

 

 

 

 

 

 

 

Figure 3. Suitability of advanced check-in technology for elderly people and foreign 
tourist 

 

 

 

 

 

 

 

 

Figure 4. Check-in technology able to provide smooth check-in movements 
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Some customers still do not know how to use and unaware of the existence of the 
advanced check-in technology, as shown in Figure 5. Due to this, it is suggested to 
promote (advertise) more on the check-in technology available in the KLIA. Most of 
the respondents had the same thoughts regarding this matter as presented in Figure 
6. 

 

 

 

 

 

 

 

 

 

 

Figure 5. Do not know how to use and unaware of the existence of the advanced 
check-in technology 

 

 

 

 

 

 

 

 

Figure 6. Promote (advertise) check-in technology 

Most of the respondents agreed that KLIA’s check-in technology had reached world-
class standards as shown in Figure 7. However, some improvements need to be 
such as add more advanced check-in technology for future use (Figure 8), as KLIA’s 
number of customers was expected to rise in the years to come. 
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Figure 7. Check-in technology reach world-class standards 

 

 

 

 

 

 

 

 

 

 

Figure 8. Add more advanced check-in technology 

The advertisement and also the addition of the advanced check-in technology could 
provide more benefits for KLIA and their customers. More customers will be aware of 
the existence of the check-in technology. In addition, the advertisement could also 
explain the process of check-in clearly and customers will have more confidence to 
use it. When more customers are familiar with the technology, the check-in process 
can be run smoothly, easier and faster. Therefore, the level of customer satisfaction 
can be increased. Implementing the single-token biometric system at KLIA seems to 
be a good idea in the future. Besides reducing the check-in time to another level, it is 
also a paperless process since passengers will no longer need to present a passport 
or a boarding pass. This system is suitable to be implemented for future use due to 
the expected rising numbers of customers in KLIA. However, more studies and 
consideration should be performed for the implementation especially on security 
control. 
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4. Conclusion  

The types of check-in technology that are being used at the KLIA are counter check-
in, self-check-in kiosk, web check-in and mobile check-in. The results show that 87% 
of the respondents had used the advanced check-in technology and they were 
satisfied with the system since it helps to skip the long lines, check-in in just a few 
minutes, can be done anywhere as long as there is internet access plus, it is easy to 
use and understand. 68% of the respondents agreed that the check-in method that 
had caused them to take the longest time is the counter check-in method. Overall, 
the majority of the respondents agreed that the current check-in technology at KLIA 
able to provide a smooth customer check-in movement with the help of advanced 
check-in technology. However, some customers still do not know how to use it and 
unaware of the existence of the advanced check-in technology. Thus more 
awareness campaigns, advertisements and knowledge sharing should be 
aggressively done. The implementation of a single-token biometric system also 
seems to be a good idea. This system will help to reduce the check-in time to 
another level and paperless whereby the passengers will no longer need to present 
a passport or a boarding pass This system is suitable to be implemented for future 
use due to the expected rising numbers of customers in KLIA. However, more 
studies and consideration should be performed for the implementation especially on 
security control. 
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