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 at Helsinki Vantaa airport 
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 37+16 


This thesis is about self-service check-in automation at Helsinki Airport. The thesis aims to 
 determine what customers think of the increased automation and see if there is any effect 
 on the customer experience. Since many airports are moving towards a more innovative 
 and cost-effective direction, new technology and automation are valued areas to improve. 


The author wants to find out how exactly these changes affect customers. The thesis 
 explores different methods of measuring customer experiences, such as customer 
 satisfaction, net promoter score, and customer effort score. The author picked the most 
 suitable measurement for this research. Then the author surveyed with close-ended and 
 open-ended questions. The goal of the survey was to gather insight into the passenger's 
 actual experiences and use the net promoter score to measure customer experience of the 
 Helsinki airport self-service check-in process.  


The results showed that most customers were happy to use self-service kiosks and had no 
 problems with them. However, there is still a percentage of customers who were 


unsatisfied and unable to use the machines because of errors and malfunctions and 


thought the self-service check-in process could significantly improve. These customers had 
 given up on self-service machines and preferred to use the staffed counters instead. Self-
 service check-in is very useful for airports as many found it to be convenient during rush 
 hours, and they were able to get everything done well. People are ready for the changes 
 that come with automated check-in, even though many areas need to improve. Helsinki 
 airport is managing the systems and updating them according to customer feedback. 


According to some customers, the machines could be better, but most found that they 
 could do the check-in quickly and efficiently. 


To improve the experience, the airport could focus on reducing malfunctions and checking 
 that the kiosks are constantly working. Provide better instructions to the customers on the 
 self-service machines to their emails or apps before arriving at the airport. Further, provide 
 more precise instructions on the kiosks while checking in and make the machines work 
 faster and more effectively. 
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1  Introduction 


This research examines passengers experience using self-service check in at the airport, 
 and how increased automation in affects customers' journeys during the check-in stage 
 and measure the customer experience of passengers. This research aims to find out how 
 increased automation at airports affects the experience of the passenger's customer 
 journey as well as the perception of customers on increased self-service processes. 


Automation is the use of different systems and technologies that reduce the need for 
 human intervention, in aviation there is an increase in automation in numerous aviation 
 procedures (Beresnevicius, 2019). The type of automation processes focused on this 
 research is mainly on self service automation. This includes the self-service check-in 
 kiosks and self-service baggage drop-off.  Passenger can use the self-service kiosk to 
 print out their boarding passes and luggage tags,  


1.1  Background  


1.1.1  Self- service automation  


Self-service simply means that customers must serve themselves, it is a process that a 
 person is a part of entirely or partially. Nowadays self-service is very common, people can 
 order clothes, food, and services online. In supermarkets people can check out their items 
 and pay for the products by themselves without assistance from the workers (Alapartanen, 
 Huhtamäki, 2019).  


The self-service movement originated to reduce the increasing cost to service customers. 


Employee salaries made up the most expensive part of running a contact center. Contact 
 centers promoted cell service to reduce the number of contact center employees 


significantly and suggested that customers could serve themselves. These initial attempts 
 at self-service were great in theory, but in retrospect, it was visible that it hindered 


consumers who could not get what they needed (Bates & Petouhoff, 2022).  


When it came to those customers, who had a bad experience with the self-service 
technology, by the time they talked to a person, the employees were disheartened with 
the conversation starting already on a sour note. Hence, employees had to interact with 
angry customers, driving employees to be affected negatively ((Bates & Petouhoff, 
2022). There is the same idea that customers who are frustrated at the self-service 
machines will have a negative mindset going to the manual check-in counter when the 



(6)machines do not work for them. The real people available to help customers must face 
 angry or frustrated customers. In the context of the customer journey at the check-in stage 
 at the airport, self-service generally consists of self-service check-in kiosks and baggage 
 drop-off.  


1.1.2  The benefits of this research 


The research will benefit airports and airlines because it would be helpful for airports 
 looking to see how customers feel about automation and see insights to improve their 
 services. It would also be helpful for airports or businesses to implement new automated 
 technologies such as self-service machines to understand the customer’s feedback. It is 
 essential to look at the customers' perspective because these automated check-in 
 machines are built for customers.  


Passengers feedback and how they can use it matters most because automation for 
 customers is made to make their journey through the airport more effortless. However, 
 there seems to be a massive difference between how automation is expected to work and 
 reality. By measuring the customer experience, it is possible to see how well the 


technology is adapted by customers and understand their needs for improvement. It is 
 essential to see the customer's point of view and get their feedback to improve designs in 
 the future.  


1.2  The problem statement 


Self-service is part of the future and new technology that is meant to be easy but are 
 customers ready for this service? Sometimes the instructions can be too tricky, the 
 machines can be complex, and the stress of being at the airport can cause the most 
 straightforward situation to be problematic. Simplicity and straightforwardness can be the 
 best thing when it comes to self-service. However even the simplest solutions may not be 
 enough for some passengers as many people seek out a human connection instead of 
 using machines.  


This research is necessary because aviation as a field is constantly evolving and 
 developing new ideas. In airports, this means the constant update of technology, 


especially technology related to automation. The study aims to find out the effects of self-
service processes on customers and to help airlines and airports understand customers 
when they are building future technology. 



(7)1.3  The research question 


The research question of this thesis is as follows: 


How does self-service affect passengers' customer experience during the check-in stage 
 at  Helsinki Vantaa airport? 


1.4  The structure of the thesis  


The thesis begins with an introduction, which shows the aim of the report and the main 
 research problem of how customers perceive self-service technology, the benefit of the 
 research and the problem statement, and the research question. The second chapter of 
 the thesis presents the literature review. The literature review section explores the history 
 of self-service in general and aviation, and this section also presents why there is an 
 increase in self-service in aviation. 


 Then the report focuses on customer experience, the difference between customer 
 experience and customer service, and how customer experience can be measured—


followed by the customer journey of passengers who use the self-service and an overall 
 summary of Helsinki Vantaa airport.  


The next chapter is the methodology. This chapter discusses the different types of re-
search methods and reasons why the best method for this research was chosen. This 
research used quantitative methodology and used a survey to collect data. Furthermore, 
the final chapter will also present the research process, results, analysis, and final 
discussion. 
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2  Literature Review 


This thesis chapter explores the history of self-service processes, from where they began 
 to what it is now. Additionally, the literature review discusses why there is a constant 
 increase in automation in the aviation industry by looking at peer-reviewed articles. 


Followed by exploring customer experience, why it is essential, and how it is measured. 


The section also briefly examines the Helsinki airport and the customer journey. 


2.1  History of self- service technology 


The self-service processes began as early as the year 1833 when Percival Everitt created 
 a vending machine that sold postcards. A few years followed by and vending machines 
 expanded to sell chewing gum (Alapartanen, Huhtamäki, 2019).  In 1916, the world first 
 self-service grocery store opened in Australia, it was called the Piggly wiggly (AFT). In the 
 1960s, John Roscoe invented the first self-service gas pump at his convenience store, 
 where customers fueled their cars (Alapartanen, Huhtamäki, 2019).  


However there has been self-service gas station earlier than the 60s, in 1947 Frank Urich 
 had opened the first ever gas station that was self-service, the gas station had rows of gas 
 pumps and girls on roller stakes who went around collecting the money and resetting the 
 gas dispensers (NACS, 2022). Howard Schneider, who was an emergency room doctor, 
 was the one to create the first retail self-service check-out system in 1992 in New York, 
 which quickly gained recognition on a global scale (Alapartanen, Huhtamäki, 2019). 


The first interactive self-service kiosk was developed in 1977 by Murray Lappe, called 


"The Plato Hotline". The University of Illinois used The Plato Hotline for informational 
 purposes at Urbana-Champaign. Companies saw many benefits of self-service 


technology by the 2000s, and self-service kiosk innovators saw a trend and focused on 
 improving the customers experience with self-service solutions. From wayfinding to retail, 
 self-service kiosks have been able to engage users and enhanced their experience with 
 different digital information. (Tally, 2017).  


Although self-service initially began in the 1830s, the process of digitization in airports 
 began more than a century later, in the 1980s when airlines and ground-handling 


companies expressed an interest in sharing information technology equipment to reduce 
the cost of setting up new airlines (Kováčiková, Kristína et al., 2022). In the 2000s, 
airports started using self-service kiosks to reduce queuing times of the passengers, and 
reduce the number of employees, since then self-service machines have been growing 
rapidly in the retail and hospitality sectors. (Alapartanen, Huhtamäki). Now in 2022, self-
service processes are involved in daily activities of people's lives; it is familiar with 



(9)supermarkets, gas stations, hotels, restaurants, transportation and almost every airport in 
 the world (Alapartanen & Huhtamäki 2019; Jäske, 2019). People are able to visit hotels 
 without going through a receptionist, go into the bus and buy tickets beforehand on their 
 mobile phone, and people are able to buy groceries without a cashier, and when travelling 
 by air, passengers can already get their boarding pass on their phone, or print it out from 
 a machine.  


2.2  Why is there an increase in self-service technology in airports 


Although the increase in automation and self-service processes is a trend that has been 
 around for decades, self-service for customers in the aviation industry has moved beyond 
 checking in online, and printing boarding passes at home. In 2022, people can do all the 
 check-in tasks themselves to the extent that airlines and airports can reduce the number 
 of staff to reduce costs and reduce the unnecessary queuing times of passengers (Skift, 
 2012).  


A study by Abdelaziz proves that self-service technology help to raise the efficiency and 
 performance of airports and airlines by helping to reduce costs in terms of staff and the 
 provision of time and effort. They concluded that self-service is gaining importance in 
 other industries for two main reasons, increased efficiency and reduced costs and labor 
 while putting the control into the hands of the customers (Abdelaziz et al. 2010).  


According to Clayton Christensen's theory, companies can redefine the meaning behind 
 business-centric metrics like efficiency and effectiveness, transform the experiences they 
 deliver and connect how customer-centric experiences deliver better financial results for 
 the company (Bates & Petouhoff, pg.16, 2022). The time it takes to check in at a counter 
 at the airport can be long during peak hours, so airports are promoting self-service 


machines because they increase airport efficiency, reduce waiting times, offer passengers 
 greater convenience, and save costs and space.  


The multiple functions of kiosks can help achieve these benefits and let passengers 
 quickly and easily check in at airports, select or change seats, update their frequent-flyer 
 status, and receive boarding and lounge pass (Chang et al. 2008). So, passengers who 
 only need their boarding pass printed out does not have to wait in a long que, just for that 
 need.  


The use of self-service has increased since the covid-19 pandemic to keep distance and 
limit the interactions between passengers and staff. Increasing automation also helps 
airlines and airports recover from the pandemic's effects while reducing costs.  



(10)During the pandemic, air transport worldwide has suffered a significant loss, representing 
 a rapid decline in profits and the number of passenger load factor. Given the pandemic, 
 many airports have adapted to the introduction of different technologies to reduce human 
 contact at checkpoints and create safer and more efficient processes for airport staff and 
 passengers (Kováčiková, Kristína et al., 2022). Such as self-service, using surgical 
 masks, new self-cleaning systems.  


During covid, people had to adapt to a particular way of living; some people are now 
 comfortable doing everything alone while avoiding contact with people. Examples are 
 ordering food online and shopping online, click-and-collect services and fewer human 
 interactions. Now in 2022, it is much more common for consumers to want to use self-
 service processes (O'Neil, 2020).  


This is also a big opportunity for self-service processes as more people will be demanding 
 this service as the new normal. In addition, customer service agents are relieved of the 
 burden of manually entering information and checking in large numbers of passengers 
 before flights. Instead, they can support customers with complications with kiosks and 
 those requiring special assistance. (Abdelaziz, et al. 2010). Some other reasons for 
 increased automation at airports are the constantly rising costs, competition and new 
 trends that have made airports more focused on new technologies. Purchasing check-in 
 kiosks may seem as a risky investment for certain airports, as it might cause more 
 problems than solutions if it is not easy for the customer to use. However, on the other 
 hand, the benefits from automation can bring an inevitable return on investment in the 
 long run, and different solutions can help the customers adapt to these kiosks. 


(Remencová et al. 2021).  


2.3  Customer Experience  


There are several definitions for what customer experience is; according to Jeff Tobe, a 
 good customer experience means excellent customer service, and the service offered has 
 left the customer happy and satisfied with the service received (Tobe, 2022). It also 
 means the perception the customer has of a brand. According to Peppers and Rogers, 
 customer experience is the sum total of a customer's individual interactions with the 
 product or company over time (Peppers and Rogers, 2017).  


According to Watkinson, customer experience is the qualitative aspect of an individual's 
 interaction with a business, its products, or services at any point in time (Watkinson 2013). 


When understand customer experience, another element to look at is empathy (Bates & 



(11)Petouhoff, 2022). To use empathy in customer experience, a company has to begin with 
 asking themselves some simple questions, the questions are as follows. 


"Did the company consistently put themselves in their customers' shoes when designing 
 and delivering all experiences?" 


" If so, did the customer get what they needed without much effort or wasted time?" 


"Did the employee have everything needed to best meet the customer's needs without 
 extra effort or time wasted?" 


"Did the employee feel motivated while serving the customer 


if the answer to all these questions were yes, then it is the beginning of empathy and 
 action?"  (Bates & Petouhoff, 2022, page 36).  


These questions can help companies to empathize with their customers and have a better 
 understanding of the customer's journey and their feelings. When it relates to automation, 
 companies can transform the customer experience, they can expand more into digital 
 technologies are evolving rapidly and this allows companies to make the journey effortless 
 for the customers. Automation can only become problematic if the companies’ customers 
 are not ready to embrace the change. Toby Bates says that if a customer remembers a 
 great experience, it means that the company is listening and, recognizes and even 
 delights the customer through their engagement creating s bond (Bates & Petouhoff, 
 2022). 


Bates believes that excellent customer experience begins with an empathetic approach; 


these customer-centric encounters grow customers' trust in a company and drive their 
 loyalty towards long-term commitment. Companies need to engage customers in real-time 
 in preferred channels while maintaining context even when a customer changes channels 
 altogether (Bates & Petouhoff, 2022). Regarding this thesis, the different channels are the 
 different stages of the check-in process at the airport, starting from online check-in to the 
 kiosk to the check-in counter.  


Bates mentions that delivering great experiences can deliver better business results for 
 the company. Companies frequently measure opinions by using surveys or focus groups. 


However, using surveys and focus groups do not collect the actual behaviors of 
 customers because the answers that are collected are on what customers say versus 
 what they will actually do, that’s why emotion is seen as a better indicator of behavior. 


People act on how they feel, not what they say. Companies can gain more accurate data 
when they ask customers about what they do (Bates & Petouhoff, 2022). 



(12)2.3.1  Customer experience vs customer service 


One thing to focus on while considering customer experience is not to mistake it for 
 customer service or customer satisfaction. Unfortunately, some companies mistake 
 customer experience for customer service. Realizing the full benefit of customer 


experience means businesses must deliberately design engaging experiences across the 
 whole enterprise (Bates & Petouhoff, 2022) 


 Customer service is the assistance a company provides to a customer before, during and 
 after purchasing a product or service, leaving customers satisfied. It involves bonding with 
 the customer (Tobe, 2022 page 10). Tobe mentions that customer service is something 
 that a company should also be doing well, and it is no longer a differentiating factor 


between competitors. That is why companies should focus more on customer experience.  


Another way Tobe explains the difference is that customer service is reactive, and 


customer experience is proactive. So, when it comes to customer service, the company is 
 trying to fix a problem that the customer has already faced, and they are not trying to 
 prevent it. When a company is proactive, the company is already analyzing what problems 
 may occur before the customers face them and the goal is to provide customers with an 
 overall better experience (Tobe, 2022). 


2.4  How is customer service measured? 


Customer experience is known to be measured in three different ways. They are Net 
 Promoter Score (NPS). Customer Effort Score (CES) and Customer satisfaction (Luck, 
 2022). 


2.4.1  Customer Satisfaction 


Customer satisfaction is one way to measure experience. Customer satisfaction is a 
 measurement that determines how happy customers are with a company's products, 
 services, and abilities (ASQ, 2022). Customer satisfaction is measured by using (CSAT) - 
 the score is the average rating of a customer's responses. The scale ranges from 1-3, 1-5, 
 or 1-10 (Alapartanen, Huhtamäki, 2019). 


There have been several studies done on customer satisfaction regarding self-service. 


According to a study by Chang, customers expect their check-in environment to be highly 
controlled, light, and compact and should be installed near the baggage drop-off to 



(13)provide satisfactory service for both airlines and passengers in the limited space available 
 (Chang et al. 2008).  


Another study by Hemdi shows that satisfaction is an essential aspect of service 
 measurement. The results of this study showed that optimism is identified as a strong 
 motivator of satisfaction towards the continued use of self-service technology. 


Additionally, insecurity in customers did not significantly affect customer satisfaction. The 
 more elevated optimism customers possessed, the higher the satisfaction (Hemdi, M. A., 
 et al., 2016).  


One study showed that the functionality, enjoyment, customization, and convenience were 
 found to have significant effects on behavioral intention through perceived values and 
 customer satisfaction (Jong-Hyeon, Park et al. 2019).  


Another study aimed to examine the relationship between different types of airport 


technologies and travelers’ confidence, enjoyment, and satisfaction. This study suggests a 
 positive relationship between airport self-service technologies and travelers’ confidence 
 and enjoyment, which results in positive effects on overall traveler satisfaction. This study 
 has also shown that airport technologies can indirectly positively impact passenger 
 satisfaction with the airport. Both confidence and enjoyment were positively associated 
 with overall satisfaction with the airport (Bogicevic, Vanja et al., 2017).  


According to a study by Abdelaziz, when consumers use self-service kiosks, they can feel 
 two different ways, one group felt spontaneous delight and the other group felt anxiety. 


So, consumers will consider the cost of using new technologies and whether it is worth 
 transferring to self-service (Abdelaziz et al. 2010). According to a study by Antwi and 
 Collins, some passengers need to be technologically ready for this change.  


These passengers, who are not ready, are found to be anxious about their ability to 
 operate the self-service kiosks. This study suggests that these passengers do not hate 
 technology but are worried about having an unpleasant experience at the airport. 


However, they found that trained airport staff that know how to spot, approach, and train 
 struggling passengers to use airport self-service technologies will significantly enhance 
 passenger's experience of using self-service kiosks (Antwi, Collins Opoku, et al., 2021) 


2.4.2  Net Promoter Score 


The Net Promoter System (NPS) was developed in 2002 by Fred Reichheld, a Bain and 
company consultant, out of a need for a customer experience metric that predicted 



(14)customer loyalty and business growth. Reichheld decided to ask one question. The 
 question was, "how likely are you to recommend this company to a friend?"). A customer 
 willing to recommend will help the business to develop and grow while a customer who 
 would not recommend it would most likely talk negatively about the company (Tobe, 
 2022).  


The NPS systems help identify the customer, so companies can improve and provide a 
 better customer experience (Tobe, 2022).  The question is answered by rating the 
 company from 1 to 10. This range is divided into three groups. It moves from extremely 
 likely to recommend to not at all. The ratings 10 and 9 is ☺, these are called the group of 
 promoters. The rating 8 and 7 is :/, these are the passive group. Lastly there is the rating 6 
 to 10 is , which is the detractors. The equation of NPS is ☺% - % = the score. The 
 percentage of promoters minus the percentage of detractors, this score is the grade that 
 shows overall customer experience. After they rate how much the customer would 
 recommend the company, the customers can give open feedback (Tobe, 2022, page 82-
 83).  


2.4.3  Customer Effort score 


The Corporate Executive Board developed the Customer Effort Score in 2010. Their 
 research showed that "effort" is a crucial driver of customer loyalty since customers want 
 their problems solved quickly and conveniently (delighted by qualdrics). The CES 


measures the amount of effort customers put in to interact with a business. CES is 
 measured using surveys, usually immediately after an interaction related to a purchase, 
 customer service team or a service-related experience (Birkett, 2021).  


The survey typically asks question typically; "how did the company make it easy for me to 
 handle my problem," with a disagree-to-agree scale from 1-7, providing a Customer Effort 
 Score measure that you can track over time. This measurement provides real-time 


feedback on customer service solutions. CES can also evaluate any interaction where 
 friction may lead to a negative experience and allows the customer to explain where the 
 struggle was by providing space to deliver open feedback to help companies put focus on 
 the areas that need to improve (delighted by qualdrics).  


2.5  Customer journey 


The customer journey is the process where the customer interacts with a company to 
 achieve a goal (Agius, 2022). Here are some examples of how the journey could be. 


Moreover, all these collectively create the customer experience for the passenger. Even 



(15)though one part of the journey goes perfectly, another part needs to be fixed for them to 
 affect the customer's experience with the brand. When it comes to airports, many parties 
 are responsible for creating the perfect customer experience, including the airline, the 
 airport and every employee involved in serving the customer and the self-service 
 technologies. 


2.5.1  Perfect customer journey 


diagram.1. Perfect customer journey 


The first diagram shows a perfect customer journey for a customer using the self-service 
 check-in. The journey starts at home by receiving information about the check-in and even 
 checking in online. Next, the customer arrives at the airport and continues to check in at 
 the self-service check-in and self-service bag drop, and when check-in is ready, they 
 move on to the security control. 


2.5.2  Difficulty with the self-service check in kiosks 


Diagram 2. Difficulty with the self-service check in kiosks 



(16)In the second diagram, the journey is complex and challenging; there are many extra 
 steps included in this journey. For example, customers could not navigate the airport, 
 needed help understanding the self-service machines, or simply not working. The 
 customer ends up taking more steps than needed. 


.  


2.5.3  Difficulty with the self-service bag drop 


Diagram 3. Difficulty with the self-service bag drop 


In the third diagram, it is visible that the first customer is ready to check in but still must 
 drop their bags; however, they need help with the self-service bag drop. 


These customer journey maps can show how the customer experience consists of all 
 points in the journey. If one point is smooth, it can positively affect the customer 


experience. Some factors that cause negative experiences at the airports for customers 
 are machine errors, causing the customers to take more steps in the journey than needed, 
 long waiting times, unnecessary queuing, and ending up with no solutions for the 


problems. 


Instead, the feelings and experiences that airports are trying to convey are feelings of 
 ease, simplicity, and speed. It is the responsibility of the airport to care about customers to 
 make their journey more manageable, not only for customers but also for staff (Bogicevic, 
 Vanja et al., 2017).  


Companies can look at these and prevent these negative experiences by creating 


solutions, so customers no longer must go through these. When it comes to the customer 



(17)experience at the airport using self-service kiosks, we look at the journey from when the 
 customer starts checking in until they are done with the whole process, from start to finish. 


This includes more people than the ones who are offering great customer service (Tobe, 
 2022. pg. 11). As seen in diagrams 2 and 3, receiving help from employees puts the 
 customer back on track. However, the kind of service they provide also takes part in the 
 customer experience. 


2.6  Helsinki Vantaa Airport 


Helsinki Airport is the leading international airport serving the metropolitan area in Finland, 
 operating 61 airlines, and consisting of three runways (Finavia, 2018). Helsinki Airport 
 opened in 1952 for the summer Olympic Games on July 10th. Since 1997, Helsinki Airport 
 has been among the best airports. According to international passenger surveys on the 
 quality of airport services.  


In 2020 the number of total departing passengers at Helsinki airport was 1,599,310. In the 
 following year, 2021, the total number of departing passengers was 1,648,264. In 2022, 
 the total number of departing passengers from January to November was 4,186,682 
 (Finavia, 2022a). In 2022, Helsinki airport has undergone many changes, including the 
 difficulties of Covid19, opening a new terminal, and transforming into a one-terminal-only 
 airport. Helsinki - Vantaa airport has developed a lot regarding its technology.  


They have fully automated the check-in process for passengers. The new extension of 
 Terminal 2 took place in 2021, which was part of Finavia's development programme. It 
 opened to passengers at the beginning of December. In June 2022, the airport centralized 
 the check-in, security controls and baggage claims in a single terminal at Helsinki Airport 
 (Finavia, 2022b). The terminal's new departures and arrivals halls officially opened in 
 2022.  


In June 2022, all passengers at Helsinki Airport arrive and depart through one terminal 
 (Finavia, 2022b). The departure hall has four check-in areas, check-in 100, 200, 300 and 
 400. Each area has self-service check-in machines, and some areas have self-service 
 bag drops. Helsinki airport has been completely automated for some airlines. For 
 example, Finnair, the largest airline in Finland, has its headquarters and Hub in Helsinki 
 Airport.  


The airport has completely automated the check-in process. Their customers can check in 
at the kiosk, drop the bag at the automatic bag belt and continue to the security control 
without going through any human interactions unless they need special assistance with 



(18)their check-in. However, this is different for every airline, passengers of certain airlines 
 can only get their boarding passes and must drop their bags at the check-in counter, or 
 passengers of some airlines can only print their boarding passes.  


Depending on the airline, the passenger has a different check-in option, while other 
 airlines do not have self-service check-in. This is how the automated self-service check-in 
 works at the Helsinki airport. When a passenger arrives at the airport, the first step is to 
 arrive at the correct self-service check-in kiosk. The airport has areas defined by numbers, 
 and customers can find the area they need to look at the departures monitors at the 
 airport.  


When the passenger arrives at the designated check-in area, they can place their ticket in 
 the machine's scanner or add their booking reference, ticket number, or passport to start 
 checking in (Finavia, 2022). When the passengers are identified, they must follow the 
 machine's instructions. The kiosk will print the boarding pass on paper and the luggage 
 tag, which will be placed by themselves.  


When everything is ready, the passenger must place the bag on the luggage belt. 


Depending on the airline, the boarding pass must be scanned. The passenger can move 
 on to security control when the bag has been dropped off. When they arrive at the security 
 control gates, they must scan their boarding pass to enter (Finavia, 2022). This whole pre-
 boarding customer journey is now an automated process. 


Of course, if there are problems, manual check-in desks are available for the passengers. 


Self-service check-in and bag drop is a concept introduced previously for Helsinki airport. 


However, in 2022, the airport expanded and added many more machines and increased 
the number of self-service kiosks and bag drop belts. They have made the baggage drop 
a no-touch system by taking the learning experience from covid 19.  
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3  Methodology 


This chapter presents the selected methodology, the data collection instrument  


used, and the process of data collection and analysis is described as well. The research 
 aims to understand passengers' experience, who must use and adapt to self-service 
 check-in at airports. It analyzes the customers experiences of using self-service check-in 
 while gaining insights into further possibilities of implementing customers' perspectives 
 into future creations. Automation is continuously developing and evolving to be more 
 accessible to new airports, though it is nevertheless foreign to countless individuals. 


3.1  Research Methodology 
 3.1.1  Quantitative 


Quantitative research is the process of collecting data and analyzing it to support or refute 


“alternate knowledge claims” (William, 2007; Creswell, 2003). A quantitative research 
 method usually involves collecting data through surveys to analyze the cause and effect. 


This data can be structured and represented numerically(Goertzen et al., 2017). The 
 findings from quantitative research can be predictive, explanatory, and confirming while 
 generalizing the results to a larger population (Williams, 2007).   


3.1.2  Qualitative  


Qualitative research is a holistic approach that involves discovery; it involves collecting 
 and analyzing non-numerical data in the form of texts, audio and videos to understand 
 opinions (Williams, 2007; Creswell, 2003). Qualitative data researchers want to 


understand how people make sense of the world and their experiences ( Guest et al., 
 2013; Merriam, 2009),  by conducting case studies, observations, and descriptive 
 accounts of a setting or practice (Guest et al., 2013; Parkinson & Drisane, 2011). 


3.1.3  Mixed Methodology 


The mixed methodology combines the strengths of both quantitative and qualitative meth-
 ods into a single study (Creswell, 1999). Mixed methodology can be used when 


quantitative data or qualitative data is not enough alone to support the research; it is 
important to gather elements from both methodologies to conduct research. 
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The best method to conduct this research was thought to be the use of quantitative data 
 and conduct a survey on how customers feel about self-service check-in. Furthermore, 
 measuring customer experience using the Net promoter score is considered as 


quantitative data collection. However, this research aims to understand the passenger's 
 struggles, and quantitative data do not provide evidence for why people think, feel, or act 
 in certain ways. Specific demographic groups that are vulnerable or disadvantaged may 
 be challenging to reach using quantitative research methods, and data collection can take 
 a long time. In these cases, quantitative is not the best choice for certain research 


(Goertzen et al., 2017).   


The author still wants to collect numerical data in the form of percentages to see how 
 many people feel the same way about self-service. However, this data alone is insufficient 
 to understand the passenger's feelings. Part of this research aims to understand the 
 customer's experience by analysing their responses in the form of texts. The author chose 
 to conduct mixed methodology research because qualitative data often tries to preserve 
 the voice and perspective of participants (Bhandari, 2022). It allows for gathering detailed 
 descriptions of people's experiences, feelings, and perceptions, which can be used in de-
 signing and improving the systems. Responses to open-ended questions in a survey can 
 help uncover problems or opportunities for improvement. 


3.2  Data Collection tool 


The chosen data collection tools in this research were a survey with both close-ended and 
 open-ended questions. This method was chosen because the author thought it would be 
 the most appropriate one since they wanted to research more about the passenger's 
 thoughts. The data collection method used in this research is a survey, and the survey is 
 used to gather insight. The platform used to create the survey is called Webropol. 


The type of questions asked was a mix of close-ended and open-ended questions to 
 understand the passengers collectively and allow them to provide the honest thoughts and 
 experiences of the respondents and suggestions for improvements towards self-service, 
 in their own words. 


3.3  Survey 


The survey will consist of three different groups, each group will provide valuable 
information. The survey will start off by participants choosing their age group, country of 
residing and choosing yes or no from the question “Have you used the self-service at 
Helsinki airport?”. Even though there are three groups the participants will only answer 



(21)one survey and they are guided to their own group depending on the answers the choose. 


Webropol was used to create the survey and a weblink was created to share the survey, 
 after preparing the survey and checking that the survey if in good condition to send out to 
 people, the survey was shared on different social media platforms such Facebook, 
 LinkedIn, Instagram. Facebook was used because there are multiple groups available to 
 share surveys on, and the author was able to find a group for people who have been 
 passengers at Helsinki airport before. LinkedIn and Instagram were used to chare the 
 survey with the authors connections.  


3.3.1  Group one  


The first group is for people using the self-service check-in at the Helsinki airport. Group 
 one is for the participants who have previously been to the Helsinki airport and have used 
 both self-service check-in and bag drop. This group will provide insights into the airport 
 and improvements to make.  


3. Was it easy to find the check-in area at the airport?  


4. Was the self-service kiosk easy to use?  


5. Did the kiosk provide clear instructions?  


6. Was the kiosk working properly?   


7. Were there any staff to help you with the kiosk?   


8. Did you get your boarding pass and/or bag tag from the kiosk?  


9. Did you have to go to the check-in counter to complete your check-in? Please explain 
 Why?   


10. Did you use the self-service bag drop at the Helsinki Airport?   


11. Was the bag drop easy to use?  


12. Did the bag drop machine provide clear instructions?  


13. Did you get help from the staff?   


14. Were you able to complete the bag drop by yourself?   


15. Did you have to go to the counter to drop your bag off? Please explain the reason.  


21. Describe how you felt after completing the self-service check-in.  


22. Do you have any suggestions on how your experience could be improved? 


3.3.2  Group two  


Group two are for participants who have used self-service check-in in general, but not in 
 Helsinki airport; these answers will help to gain a comparison of how Helsinki airports self-
 service machines compare to other countries, 


16. Have you ever used self-service check-in before?   



(22)20. Can you explain your experience with using a self-service check-in kiosk?  


21. Describe how you felt after completing the self-service check-in.  


22. Do you have any suggestions on how your experience could be improved? 


3.3.3  Group three 


Group three is for participants who have not used self-service check-in machines before. 


This group will provide insights into new customers, their expectations, and their 
 perception of automation. 


16. Have you ever used self-service check-in before?   


17. If you were to use the self-service check-in for the first time, how do you think you 
 would feel?  


19. Would you try to use the self-service kiosk by yourself or ask for help from the staff? 


At the end of the survey there will be one question that will measure the customer 
 experience of those who have used the self-service check in machines. Using survey to 
 measure NPS. The net promoter will help to measure the customer experience score of 
 self-service check in. The question that will measure customer experience is “how likely 
 will you be to promote using self-service check in kiosks and bag drop to your friends? “. 


This question is targeted towards group one and two. 


3.4  Limitations and risks 


It is challenging to gather in-depth responses from people who answer surveys due to 
 wanting to finish the survey fast. Also, another is lying when it comes to surveys. Having 
 too many questions may cause the respondent to be bored or tired, causing them to rush 
 the answer. The author thought that the best way to gather the most information about 
 passengers using self-service in Helsinki would be to visit the airport and ask passengers 
 to answer the survey. However, the author was not granted permission to conduct the 
 survey at the Helsinki airport to keep the peace of workers at the airport, making it difficult 
 to gather many respondents who have used the Helsinki airport's self-service machines. 


Gathering insights from three different groups can be risky due to many results; however, 
looking at different perspectives when using self-service provides a range of answers.   
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4  Results and Analysis 


The results are shown within the three groups.  


4.1  Demographic 


This section presents the results of the demographics.  


Figure 1. Age of participants, 187 respondents 


Participants were given the option to choose their age group from 18-24, 25-34, 35-44, 
 45-54, and over 55. As shown in figure 1, participants of all age groups answered the 
 survey. The highest percentage, 24%, was from 18-24 years old, and the lowest 
 percentage, 18%, was from 35-44-year-olds and over 55-year-olds. 


Figure 2. Country of residence 
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 and 187 respondents replied. One hundred fifty-three of the respondents reside in 


Finland, making it the majority. Furthermore, respondents were residing in other countries 
 as well. The number of respondents from other countries such as Latvia, Sweden, Nigeria, 
 Australia, the United Kingdom, USA and more, ranged from 1-2 participants from each 
 country. 


Figure 3. Have you used self-service check in at the Helsinki airport before, 187 
 respondents 


The next question asked if the participants had used the self-service check -in machines 
 in Helsinki airport. 79% of the respondents answered yes. 21% answered no, so 147 out 
 of 187 participants used the self-service check-in at Helsinki airport. 


4.2  Group 1 


These results are from group one, which was the group that have used the self-service 
 machines at Helsinki airport.  


4.2.1  Airport environment 


Two questions were asked about the environment in the airport.  


Figure 4. Was the airport busy when you arrived? 
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 their latest trip. Fifty-nine percent of the respondents said the airport was busy when they 
 arrived, whereas 49% said it was not busy. 


Figure 5. Was it easy to find the check-in area at the airport?  


The participants were asked if it was easy to find the check-in area at the airport, and 95% 


of the participants responded by saying yes. However, 5% of the participants found it 
 challenging to find the check-in area. 


4.2.2  Self-service kiosks 


Figure 6. Was the self-service kiosk easy to use?  


When participants were asked was it easy to use the self-service kiosk, 90% answered 
 yes and 10% answered no, which is around 14 people out of 147. 


Figure 7. Did the kiosk provide clear instructions?  


Figure 7 shows that 90% of the participants found that the self-service kiosks provided 
clear instructions. 



(26)Figure 8. Was the kiosk working properly?   


When participants were asked if the kiosk was working properly, 80% said yes, 13% said 
 no and 7% had not noticed anything. 


Figure 9. Were there any staff to help you with the kiosk?   


Fifty-nine percent of the participants said the staff was available for assistance; however, 
 41% said the staff was unavailable. 


Figure 10. Did you get your boarding pass and/or bag tag from the kiosk?  


Fifty-three percent of the participants had gotten their boarding pass and bag tag from the 
kiosk, however 7% said they did not. 



(27)Figure 11. Did you have to go to the check-in counter to complete your check-in? Please 
 explain Why?   


Twenty-two percent of the participants had to go to the check-in counter while 78% of the 
 participants were able to complete the check-in using the kiosks. 


The most repeated answers from the survey are listed below 
 The reasons for going to the counters were. 


-  “During covid restrictions to check documents” 


- “To hand the luggage” 


-  “Flying to the USA” 


- “Show Visa “ 


-  “Didn’t receive all the bag tags from the kiosk” 


- “Passport scanner didn’t work” 


-  “Had upgraded to business class but the machine didn’t notice” 


- “Passport check” 


-  “Kiosks were not working” 


- “Connecting flights” 


-  “Checking in strollers” 


4.2.3  Self- service bag drop 


Figure 12. Did you use the self-service bag drop at the Helsinki Airport?   


Seventy-three percent of the participants have used the self-service bag drop, and 27% 


did not use the bag drop. 


Figure 13. Was the bag drop easy to use?  


Ninety percent of the participants said the bag drop was easy to use and 10 percent had 
challenges with using the bag drop. 



(28)Figure 14. Did the bag drop machine provide clear instructions?  


Figure 14 shows that 86% of the participants said that the bag drop provided clear 
 instructions and 14% said that it did not. 


Figure 14. Did you get help from the staff?   


When participants were asked if they got help from the staff 53% said that they did not 
 receive help and 47% said that they did. 


Figure 15. Were you able to complete the bag drop by yourself?   


Majority of the participants, 85% said that they were able to complete the bag drop, 
 however 15% were not able to complete it. 


Figure 16. Did you have to go to the counter to drop your bag off?  


Ninety-one percent of the customers did not need to go to the counters to finish dropping 
their luggage, however 9% needed to visit the counters for assistance.  
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One of the open-ended questions were for the participant to describe how they felt after 
 completing the self-service check-in. Below is a curated list of responses as there were 
 many answers and most of them were repeated or similar. 


- “Happy as everything was done smooth and quick” 


-  “Very Nice” 


- “Satisfied, it was easy to use” 


-  “It was a good experience since I didn't know how to use the machines at first, but 
 I got the hang of them quickly. I had to get the staff because I didn't know how to 
 properly put the luggage tag on, but otherwise it was a wonderful experience, and I 
 really enjoyed the experience” 


- “Happy I didn’t have to wait in line and to be able to continue the journey fast.” 


-  “Relieved, I usually do the check-in online, but for some reason it didn’t work that 
 day (SAS).” 


- “Felt ready to travel and relax.” 


-  “It’s a bit confusing for those who have done the online check in beforehand. The 
 main screen says check in and tag your bag. The next screen is the same security 
 and safety info that I have already read online. And, when I used the booking 
 reference it asked my surname first which is not very logical.” 


- “Satisfied and relieved for checking in without a line” 


-  “Positively surprised at the convenience.” 


- “It was nice to see how well it works and how easy and fast it is to use.” 


-  “It was easy to use, and it was nice to see that there were staff members ready to 
 help if needed. In my case everything went well by myself, and it was super quick 
 to check in.” 


- “It’s always a problem with family name including ä/ö. In practice only reservation 
 number is working” 


-  “Hurried” 


-  “I hope that I don’t have to use it often, since it is very difficult to use baggage 
 drop.” 


-  “The check in machines themselves are very clear and easy to use but the 


machines at the baggage counter are not good as they don't have a handheld bag 
 tag scanner and the scanner in the machine is very hard to use. The bag needs to 
 be in the exact right position for it to work. The information on the screen of what to 
 do were also extremely unclear.” 


- “Stressed.  It takes time to learn the whole process but after maybe 3 times doing 
 the process its ok to use. I wouldn’t however want to do it as a group or family” 


-  “Annoyed. The system was too slow” 


- “Worried, if I had done everything correct or if my luggage would get lost. On the 
 other hand, happy that I accomplished it myself and that it went fast.” 


-  “Easy to use. Sometimes touch screen doesn’t work 100%. Like when you try to 
 push a button. Also, if you use your boarding card from your phone app it doesn’t 
 always read it. It must be shown in correct angle.” 


- “Nervous since IT took a long time, and I was worrying I would miss my plane” 


-  “Annoyed with the luggage scanner.  Was very finicky.  Only staff could get to 
 work.” 


- “I felt like the airline did not care to serve its customers” 


-  “Felt like my airline and Finavia both hate me.” 


- “Exhausted” 


-  “It’s very stressful- not sure if you manage to do everything ok” 


When the survey respondents were asked if they had any suggestions on how their 
experience could be improved, they responded with these answers listed below. There 
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 improve. The other 50 responses were curated because of similar and repeated answers. 


-  “There should be more help from Finavia personnel.” 


-  “More info regarding them before the journey by email” 


-  “Instructions on how to properly put the tag on the bag.” 


-  “Maybe more instruction signs to the area. I felt that it was not very easy to find 
 right baggage drop's location.” 


-  “Especially on a busy day, when the departures hall is packed with people, it can 
 be hard to spot the machines with their current setups. The process was slightly 
 simpler in the old "main" departures lobby in T2, where the machines were 


concentrated to one area. Although it was slightly more cramped, you could easily 
 see all available machines.” 


-  “Always have someone available to answer questions, and even for people that 
 are very unsure on how to use them then staff can guide them through.” 


-  “This option should be only for people who WANT to use the process or people 
 travelling alone. People with connections/lots of bags or groups would benefit 
 more by having actual staff handle the check in process at a desk.” 


These next responses are targeted towards the self-service kiosks 


-  “Maybe the security and safety info could come just before printing the bag tag or 
 boarding pass. And surname could come after the booking reference.” 


-  “Some instructions could be displayed earlier already in the kiosk, for example the 
 instructions about to which side of luggage the tag should be attached to.” 


-  “Possibility to pre order food for the flight” 


-  “It took some time to process the check-in and a few tries, if that could be 
 improved it would be perfect!” 


-  “Perhaps more languages for the instructions. Or maybe an app/video detailing 
 how to use for the technically challenged.” 


-  “Make the keyboard on the screen bigger and easier to type” 


-  “I would say that the biggest issue with self-check in is that the machines usually 
 are slow and respond slowly to our actions. Which slows down the process.” 


-  “Tags are difficult to print printing machine are quite often out of order or suffer 
 from malfunctioning” 


-  “Reading of passport could be described more clearly. Sometimes it’s not clear 
 whether to put it facing down or up.” 


-  “Clearer instructions how to insert the passport into the reader” 


These next responses are targeted towards the self-service bag drop 


-  “The self-drop machines need an update, maybe a scanner would help. The 
 experience should be easy and smooth for everyone since many people are in a 
 hurry & it brings excess work & stress for the workers as well at the airport” 


-  “Self-service baggage drop instructions could be more through” 


-  “See what they do in Zurich /Swiss: Home printed baggage tags and a machine 
 with a scanner (scans boarding card first, then accepts the bag. Then done.” 


-  “The new self-service baggage drop scanners are way worse than the older ones. 


The tag has to be precisely the correct way so that the scanner can find and scan 
 it. I got help from staff and she explained me how to do it right but complained too 
 that the scanner is not flexible enough. Due to that self-service bag drop got a lot 
 slower than before...” 


-  “Bring back the handheld bag tag reader” 


-  “Video ahead of time explaining how connecting flight baggage works” 
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Figure 17. Have you ever used self-service check-in before? 39 responses 


The figure shows that 62% of the 39 responses has used self-service in airports other 
 than Helsinki.  This also means that the 38% of those who said now has never used any 
 airport self-service check in before. 


The following responses are the experience participants had while using self-service 
 check-in kiosk in other airports?  


-  “Budapest, Debrecen, Eindhoven, Milan Malpensa - Easy, fast.” 


- Zaventem (Brussels-Belgium), Gothenburg (Sweden), Amsterdam Schiphol (NL), 
 Vitoria and Sao Paulo Airport (Brazil). -  All experiences were positive except that 
 sometimes the instructions are not clearly indicated causing delays and additional 
 support is needed. This was the case in Brazil and Sweden 


-  “Was very easy. Used it at Vienna Airport” 


- “I think I used it at Larnaca airport. I prefer service at the priority country.” 


-  “Bozeman Airport, Montana, USA, Los Angeles Airport, LAX, USA, It's generally 
 easy and fast.  It gets more confusing when you have checked bags and car 
 seats” 


-  “JFK, quite easy and fast” 


- “I have used that at Stockholm Arlanda airport. Pretty seamless.” 


-  “Munich. - Cumbersome and time consuming. I did not like it.” 


- “Done it in US and Thailand, when counter was not available. Most of the times it 
 was pretty straight forward and no issues, assuming the soft- and hardware did 
 perform.” 


-  “Several airports abroad. The experience is mostly good.” 


- “HKG. As an elite member of airlines, I would prefer checking in at counters, with 
 more personal touch.” 


-  “Several airports in Asia such as Singapore Changi. Traveling alone in economy 
 it's convenient. Traveling business class or with family with lot of check-in luggage 
 it's more convenient on traditional desk.” 


- “Was not too complicated but seemed to add stress.” 


-  “It is mainly easy to use. Used it at Malaga airport” 


The group 3 participants were asked, if they were to use the self-service check-in for the 
 first time, how would they feel? They responses with the following answers. 


-  ”I think I would feel fine to do it. And I think it would take same time as check in 
 with some real person.” 


- ”Excited because it means my checkin would be fast and smooth.” 


-  ”I think it could make things run a little more smoothly at the airport. Sometimes 
there are really long lines at the check in, this propably helps with that.” 
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- ”Probably a bit nervous about whether I could use it right” 


-  ”I would feel nervous” 


- ”I would feel indifferent - I much prefer the human interaction at a check-in counter 
 with a customer service agent.” 


Figure 19. Would you try to use the self-service kiosk by yourself or ask for help from the 
 staff? 


The participants who have never used self-service check-in were asked whether they 
 would ask for help or try using the self-service machine by themselves and 73% wanted to 
 use it by themselves first before asking for help, however 27% wanted to ask for help. 


4.4  Net promoter score of Helsinki airport 


Figure 20. Net promoter score results 


Figure.21 Net promoter score total 


The Net promoter score was used to measure the customer experience at Helsinki airport, 
 and the average score was 8. Although eight is on the passive scale. The majority of 
 users were promoters, and it was 55.6%. Furthermore, 24.3% were passive, and 20.1% 


were detractors. It shows that most of the participants would recommend it to others. 
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5  Discussion 


5.1  Analysis 


The age groups did not significantly differ since most respondents resided in Finland. 


Most participants had used the self-service check-in at Helsinki Airport before. Usually, 
 airports are busy places especially. The survey results showed that 59% of the 


participants arrived at the airport when it was busy. This shows that the airport's busyness 
 can add stress to the customers. Furthermore, this 59% had used the self-service check-
 in during peak hours.  


Customers were able to easily find the check-in areas since only 5% said they could not 
 find them easily. However, the majority did not have any challenges. The self-service is 
 easy to use, works correctly and provides clear instructions for most passengers. 


However, a small percentage of passengers disagreed with this. 


According to the results, 42% of the participants did not receive help from staff; it might be 
 due to those participants not needing help or simply unavailable staff. However, according 
 to the open-ended questions, many participants replied that there needed to be more staff 
 available to help them. Most participants had no trouble using the kiosks. However, some 
 participants had to visit the counter because they needed assistance due to travel 


restrictions during covid. Based on their destination, using the self-service machine or the 
 bag drop was impossible. 


 Many customers flying to the USA need to go through the counter; it would be a good 
 idea to let the passengers know beforehand in their email to visit the counter and let them 
 know the self-service machine will not work with their booking. Because many participants 
 wasted time using the self-service machines when they had to go to the counter. Another 
 reason participants had to go to the counter was that the kiosk was not updating data 
 about the passengers booking; one participant said that they upgraded to business class; 


however, it was not shown in the self-service kiosk. 


Most participants were also satisfied with the bag drop machines at Helsinki airport. While 
 using the bag drop, 53% of the customers said there were no staff to assist with the bag 
 drop. However, only 9% of the participants had to go to the counter because of issues 
 with the bag drop. Many people were happy and satisfied with self-service. However, 
 some respondents said they felt nervous, exhausted, and stressed during the check-in. 


Some people were not excited to use it again, and some had difficulties getting the 
machine to work correctly.  
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 the lack of airport staff—more information about the journey and instructions to get to the 
 check-in area. The machines need to be updated to work correctly, and many 


respondents had problems with machine malfunctions and the bag tags were not printed 
 properly, so the customers went to the counter and waited in line.  The self-service bag 
 drops also need to improve and be easier to use as many complained that the new 
 machines do not have a handheld scanner, making scanning the tag easier. In 2022 the 
 bag drop was fully automated, so the bag needs to be in the proper position; otherwise, 
 the luggage will not go through. 


Those people who have used the self-service check-in in other airports said the process 
 was straightforward; however, some said it was complicated. The answers to the question 
 were very similar to the answer about Helsinki Airport, so there is not much difference. 


People who have not used self-service check-in before are very excited to use the self-
 service machines and would also like to try it by themselves before asking for help from 
 the staff. 


5.2  Areas to Improve 


These findings show that the main improvement areas are to increase airport staff in the 
 departure hall to assist customers when they need help. Another point is that machines do 
 not work how they are supposed to. If the airport can focus more on fixing the 


malfunctioning machines in time or train staff to notice the machines, it could create a 
 better experience for the customer. The airport could develop an app that alerts the staff 
 when a machine is out of order.  


Airports or airlines could send the customer an email with the correct information and 
 instructions they need for checking in, whether online or at the airport, and provide the 
 information about whether they can use self-service or go to the counter. The main 
 problem that customers have is the need for proper instruction. There could be a video or 
 pictures that show how to use the machines, and the kiosks could add an instructions 
 page for customers who want to check that. A lot of these difficulties come from a need for 
 more instructions. 


5.3  Further research 


Specifically focused on the bag drops because check-in kiosks have been here for a 
while. However, fully automated no-touch bag drops are relatively new, and many 
problems can occur, from a lack of proper instructions for a passenger to technical 



(35)difficulties. Another area of research could be the availability of staff in Helsinki airport, as 
 respondents said there needed to be more available airport staff to guide them with their 
 difficulties checking in. how the airport provides information before a journey. 


5.4  Trustworthiness 


The survey results are trustworthy as the author gathered 187 respondents, of which 153 
 were living in Finland and used the self-service machines at Helsinki airport. The 


participants were very open and honest while answering, and it was visible that many 
 passengers had similar problems, and their frustration could be seen through their 
 answers. Some participants even gave feedback. 


5.5  Conclusion 


Many passengers are satisfied with the service. They felt the self-service was convenient 
 and easy, and many were left confident and satisfied. On the other hand, some 


passengers who were less experienced using the machines needed help understanding 
 what to do. Some even did not notice there were self-check-in machines. They were 
 confused, unsure and scared to use them. However, after trying a few times and with 
 some help from the staff, they were able to do it. So, the next time they use it, they will 
 have an easier time.  


Passengers need more practice, good instructions, and proper guidance. So, staff needs 
 to be available to help passengers. Increasing airport staff to help customers new to self-
 service check-in could make the check-in area less busy and move faster.  


To conclude and answer how increased self-service automation affects passengers, most 
 people are very comfortable with the increase in self-service options; they find it fast and 
 easy to use; however, some things can be improved. Nevertheless, the way Helsinki 
 airport has created its self-service is impressive, according to the passengers. Some 
 passengers even think there is nothing to be improved. They have made it easy and 
 convenient with the many machines available, and many people felt happy that they did 
 not have to wait in line to check-in. Of course, some people prefer to use the counters, 
 just because they are more comfortable with a personal service.  


Another respondent said that the bag drop should be working much better this year in 
 2023, and it needs improvement because the machine is not reading the tag correctly. 


Another respondent said they should incorporate some elements from the older bag 
 drops, such as including a handheld scanner in the bag drop area to make it easier. 


According to the customers, the automatic scanner still needs some improvements, so 



(36)adding a scanning gun just in case of scanning difficulties would solve the problem 
 efficiently. 


To answer how increased automation affects customers, it shows that most customers are 
 happy and satisfied, and some have a difficult time. There was no correlation between the 
 customer's age and their acceptance of self-service machines, and the results show that 
 the customer's confidence is a key to accepting the technology. While some were 
 confused, they still wanted to learn and try. 


Most people who have never used the machines implied that they want to try them 
 themselves before asking for help. According to the results, Helsinki airport is doing well 
 and constantly improving its services. However, increasing the amount of airport staff at 
 all times to help passengers understand how to navigate the machines would be the main 
 thing to improve, especially for those passengers who are not frequent flyers. According to 
 the net promoter score of 8 on average, 55.6% of participants were promoters of the self-
 service check-in. The findings show that people are ready for technological change. 


However, proper instructions are needed to make everyone comfortable and provide good 
 customer experience. 


5.6  Self-evaluation and thesis process 


The process of the thesis had ups and downs. It was not as smooth as expected, as the 
 author had planned to start writing the thesis in September. However, due to their work 
 schedule, it was not possible to begin at that time. The author was able to submit the 
 thesis proposal in October. After getting it accepted, the author started working at the end 
 of November. The thesis writing process was easy because the author had thought of the 
 topic since the beginning of the year.  


To begin the thesis, The author had to make a plan, and after making the plan and the 
 deadlines, the author used it as a guide to focus on the specific areas. The hardest part 
 was writing the methodology, going through much research, and learning to find the 
 essential parts of the research work. It was stressful for a person who could not work 
 consist-ently. Much thought went into figuring out the possibility of finishing the work in 
 time. How-ever, the author was able to work intensively and consistently after the first few 
 chapters were written. 


Creating the survey was easy; however, gathering responses was way more complicated 
than expected since the author could not visit the airport. Initially, the author posted the 
survey everywhere they could, including LinkedIn, Snapchat, WhatsApp, and Facebook 



(37)groups. However, there were only 62 respondents from social media. Then the author 
could join a LinkedIn group called survey Circle, but the author still needed help to gather 
100 respondents for the survey. Later, a friend informed the author about a Facebook 
group for aviation fans that travel a lot using Helsinki airport. From this group, the author 
was able to gather 187 responses quickly. This research was the first time the author 
worked on a project as big as this, where they had to do everything alone. They learned 
more about time management, stress control, and working alone 
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