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Abstract
Increased popularity in using new technology made Companies to invest hugely to bring
up new technologies in smartphones. The breakihroughs of Internet into the society,
people are more advanced in wireless and networking. There has been a high increase
in the internet users and people who stays online always. Most of them are always
using their smartphones for internet purposes and stay online every time. Another
sudden change in consumer’'s life was online purchasing, now a days consumers

_ purchase many things online which includes books to groceries. But question remain

*}"f--f_funanswered regarding the consumers perception towards accepting a new technology

".".Ilke purchasing through their smartphone. So the research is to find out the consumers
perception in purchasing airline tickets through their smartphones. Unfortunately, there
are no quantitative studies done fo find consumers readiness to purchase airline tickets

 through smartphones which is a common and high purchasable item.

Throughout the study it concentrates more on the various

- aspects of technological readiness and intention of the consumers to purchase online.

The Study will be conducted in the urban areas of Kuala Lumpur and Selangor, which

. are considered to be the highly populated areas of Malaysia. Quantitative research

-_:__'_'_._'_:a_lpproach is used in the study to get more details from the respondents. A well-drafted

b -'s:'urvey will be distributed in the particular locations of the study. The sample sizes of the

. étudy are considered to be 400 because of time limit of the study. Out of the 400
questionnaire, 333 were effective and usable. Reliability analysis was done to check
reliability and validity of the variables. Regression was used to check the relationship
between the independent and dependent variables. The findings of this study indicate
that there is a significant association between Optimism, Innovativeness whereas
Insecurity and Discomfort showed inverse relationship with intention to purchase
through smartphone.
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CHAPTERI

INTRODUCTION

1.0, : Chapter Summary
_:'Ch'apter one starts with the overview of the technological advancement in the present
_"sqe'i_"_:ario followed by the detailed discussion of the new technology like smartphone and

__-_th_gii':'ihvofvement in airline industry. The next section of this chapter will focus on the

E_b_:afjcii_(_'gr_ound of the research and problem statements where each and every gap is

f_i':e_'d_ for this research. This chapter includes the research question, objective

-the significance, scope and limitations of the study. Finally this chapter will

letail about the problem and outline of the study.

Telecommunication advancements

'éw era telecommunication affects our lives and controls our lives than ever. The
.. ::;the field of communication is immense that from the early ages of verbal
_niéations to the new sophisticated technology which enhances the ability to
unicate effectively with anyone. We can feel telecommunication technology all

When we watch a TV show, when we make a phone cali and even when we

r'3"ifaﬁtdp for social networking; the benefits of telecommunication are received

ko 20‘1 0). Telecommunication is using electronic means to communicate and the

ti"df'.fe!ecommunication can be simply defined as the transmission of information
location to the other location.. our life's are rapidly improving and we are

o} ng;-:'-féster so the continuing attempts to find out more and better ways to

qurﬁr_iuhic'ate has made rapid change in the field of communication and has given us
'gw_i_-__Ways to communicate very easily (Chartered Techno functional Institute,
O_ij’_).Hur_r‘nan beings had a time when they used to communicate with nonverbal means

uch as facial expressions and gestures, but where are we now. We could only express

_:__e'-:feeling like fear, anger and happiness through facial expressions. And when verbal
»§~ .communication started we had series of sound that later on changed into the spoken
§ - ilanguage. The earliest methods of transportations made changes in the

* communications. Dogs and pigeons were used as early methods of communication.

INT! International University (2013)
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"':'When there was advancement in the telecommunication fields these methods were
'aduaily stopped and new methods came up. In the olden days speed of

ommumcat:on was the major problem. Information’s cannot be communicated to long

is.’iéﬁces effectively (Telstra, 2012). The first electronic transmission was made in the
_.-'year 1844 when Samuel Morse developed the system of dots and dashes which
. Esymbohze the letter of the alphabet. Telegraph was a transmission device which was

sed to send coded signals over wires. The telegraph became the common method of

_pmmu_nlcat[on during the time of American Civil War. It took many years to sink
egraph to all over the world. Actual voice communication stared in 1876 when Bell
'st_ phone call with his assistant. The alternative written communication was
hé_'nged into voice communication (Alam, 2011). Later on under water cable
-_té.i.'('é.'communication was made between America and Europe. By 1900 the
u_ni:c.ation technologies gone so far as we were enabled to transmit long
aes to long distances without the need of wires. The dream became such a
_ hen the first communication was made between Marconi and his assistants
'4'_-_-._2013). They heard the Morse code “dot-dot” the letters had almost fravelled
“ ':Ié:;] from Conwell, England. November 1920 a Pittsburgh, Pennsylvania went

and went a live radio broadcast on air.

_"e:_f_écommunication relies mostly on the advanced ones in all the fields. When
k at all the fields of technology there are high advancements. Computer industry
b’ée_'h__:'growing rapidly along with the mobile phone industry. Now a days mobile

c}n'qéi_él"e actually converted into smartphones. From the first grade onwards students

__:QW‘.?rﬁdre about computers and cell phones. With the help of advancements in
gléé;_iihmunication there was accessibility for everything. Now within the matter of a
; Second the computer can access you anything you want around the world. Now a days
he ':i-i_mportance for laptops and desktops are decreasing since the usage of
___Sffﬁ'aﬁphones are really high. Smartphones are available in cheap prices even so that it
can also be accessed by normal consumers. The technology has changed everything

. .:and the way we use information.

INTI International University {2013)
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‘changes in technological advancements had made way to this research. We

moved so far from the old methods to book an airline ticket through a smartphone

all shipments of smartphones are forecast to grow at a compoynd annual
g_rowhh rate of 25.9 percent through 2015.

_Tﬁere will be a dramatic change in the broadband consumption habit in the next
to 5 years, with internet access occurring via mobile devices rather than
:i-dugh desktops.

Figure 1.1 Internet usage comparison from mobile phone to Desktops

Figure 1.  Internet Use via Mobile Devices Versus Deskiop PCs, 2007-2015 {estimates)

00

1206 -

560

inferret Lsers (W)

20 -

taig 208 2008 2040 201 2012 23 2014 25
—bidobiie injermet Users enDeskico Internet Users

Source: Morgan Stanley, 2009
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hones will play a prominent role in broadband data communication with new
ommunication technologies and standard such as 3G, 3.5G and 4G. . Large

St_mehts by service providers in these technologies will hasten the age of the

n

influence of Mobile technology in Airline Ticketing

=a_ddpting innovative technologies, the airline industry shifted from paper based

_:e_tm'g to internet enabled bookings and this allowed the passengers to individually

ch negotiate and purchase tickets from different sources.

ated a new and cheaper travel option. Airlines are investing in technologies for
I convenience, as internet connectivity via mobile devices increased. The

usiness and SITA study shows that over 90% of aifdines surveyed are

as g their investments in mobile capabilities to improve customer's airport and in-

e erience (Valerie, 2011).

the usage of mobile-related aviation applications has a huge increase (Valerie,
'Pa's§éngers are increasingly using their smart phones and tablets to book tickets
e é'seats. Passengers are increasingly using their smart phones and tablets to
ets and reserve seats.

h’ﬁi)ortance of mobile application in airline industry

a:__(20'12) stated that business approaches of airline industry are experiencing an
S5 ntlal revolution due to the increasing implement of cellphone applications. These
pphcatlons are gradually being used in all aspects of passengers’ journeys and central
S ~of business operations. According to the Fourteenth SITA (Airline) Survey of
rmation and Technology Trend, 93% airine companies offer relevant mobile
'pphcattons or services to travelers and treat this as a prior investment in the future 3
_ye_ars. Meanwhile, 58% companies treat this as one of the main investments. However,
the actual revolution does not only reflect in sales data. The survey indicates that airline

INTI International University (2013)
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use mobile applications to run through their businesses. Around 90% airline
i “are planning to let all of their essential services being covered by mobile in
hese essential services include flight searching, boarding passing, ticket

rch'a ng, check-in services, flight notifications, traveler feedback handling and so on.

ound _50% of airline companles are apply;ng flight searchlng and check-in services on

icke pufchasmg as well. The aim of applying these is to increase customer

nar phones Usage

ctions of smartphones have changed everything in our society. Smartphones

os oned everything in the field of telecommunication. They have replaced the

5 3 d laptops for many that includes students, business officials etc.

e_'_néfation of personal computers was developed in the early 1945 and took

years to grow into the advanced technology. The uses of new and new

80’s Lacohee, et al., (2003). Mobile phone sales are expected to outstrip the PC

bile 'phones or smartphones in the early years of its launch were only used by the
--_E’P_E??_? “class people or the high income people in the society. (Pearson, 2003).
é'rtphones are highly advanced when compared with all the traditional phones which

_sé landlines. As mobile phones evolved into the smartphones, new and new features

INTI International University (2013)
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dded into it, the more the features are the more the demand will be and more

es, the trend keeps on changes and new mobile phones are launched into

every time. The huge development is that they are getting smarter and more

) _ali the features of a computer which have an excessive advantage of mobility.

INTI International University (2013)
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Figure 1.2 Smartphone subscribers around the worid

2013E  Smartphone Smariphone 2013E  Smariphone Smarphone
Smariphone  as % of Sub Y7Y Smariphone as% of Sub Y/
Subs (MM) Tolal Subs Growth Rank Country Subs (MM} Total Subs Growth

3% 16 Spain 20 3% 14%
28 17 Philippines 19 18 34
15 18 Canada 18 63 i

19 Thailland 18 21 30
20 Turkey 17 24 30
21 Argentina 15 ] <

23 South Afdca

e
24 Netherlands 12 58 27

25 Taiwan 12 a7 60

26 Poland 1 20 25

27 han 10 10 40

38 28 Egypt 10 10 34

21 23 25 29 Sweden g &0 16

20 60 27 30 Hong Kong 8 59 31

3E Giobal Smaniphone Stats:  Subscribers = 1,402MM Penetration = 21% Growth = 31%
n et al., 2013)

Usage of applications (Apps)

is ‘end to the usage and purposes of the smartphone applications that you
d for your phone; whether you use your phone for fun or for work, there are
_t_h_a__'can fit with your needs. Which apps are available for your smartphone
D __'_ds,-_bn your brand and model of phone; some apps are universal while others are

ecific to certain brands.
_SOCIAL MEDIA AND COMMUNICATION

hlle not quite the most commonly used applications on smartphones, the ability to
ee '_ up with various social media sites is vital in a digitally connected age. Social media

apps for Facebook and Twitter are common, as well as specialized apps for checking

- INTl International University (2013)
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connecting to your friends via instant message and making calls using VolP
such as Skype and Vonage. There are also media websites, such as Google

offer Web apps--mobile versions of the website that act as apps

You can find classic games rebooted for the smartphone, word games and

games made especially for the smartphone.
TERTAINMENT AND INTERNET

e smartphone apps to keep on top of your favorite websites; most
ai ment-geared websites offer a version of their sites for mobile browsing, if not a
S me media services, such as Pandora, YouTube, and Hulu allow you to

e__dlé directly to your phone via app so that you can watch videos and listen to

there you go.
ATION

“can help you find local and destination information, allowing you to check
t_réck your location via GPS, find restaurants and events in your area, and
e services like Google Maps to get directions to where you're headed. You can
sto keep you up to date from your favorite news site, track your stocks and
yéi.Jr'.banking.

A line Industry
e industry in Malaysia is huge and growing one. in the past several years the
:l_tt_le:;ir'idustries in Malaysia have fledged and showed its growth than any other airline
se l_c_:es. in any countries. More than 1 billion passengers are carried and most of the

._ures shoes that there is an increase in passengers every year. The governments
"av been supporting immensely on the requirements of the airline companies. (Franke

¥

-V _4) In Malaysia the airline services have been differentiated to two which includes

| _'_:_I__NTI International University (2013)
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ger and cargo airlines. The passenger airlines which includes Air Asia,
irine (MAS) and there are some other small services to all the locations
alaysia which are carried out by some group companies. The cargo services
completely involve in shipping which include Athena Air services and MAS cargo
aré- owned by the Malaysian government and Transmile Air services. Despite all
he thih‘g”sf n Malaysia the airline services have been completely monopolized by
ian- Airline System Berhard which is completely a service national carrier that
vice in 1947. Now there are more than 80 Boeig and 30 Airbus for MAS. A MA
derates in the KLIA Kuala Lumpur International Airport. The other airline is
ch:has rapidly grown from the year 2001 onwards. (Kho et.al, 2005).They
ati I’_l_S-iO more than 61 destinations. Air Asia has made his rapid growth with

avelling techniques. They have been consequently awarded as the “Best Low

rlines’. They work in the philosophy of Now Everyone can Fly. The main base for

Low Cost Carrier Terminal (LCCT) and KLIA.

portance of Smartphone Applications {Apps) in Airline Business

._marketers have identified the importance of mobile apps in the airline
d.| larketers are introducing new and new apps to increase. From booking
king the flight status to tracking the flights the list of application are
yst of the applications created enable the passengers to check in onfine

'_IZ the information through their smartphones. I-phone and android are

app world with enormous applications. The uses of mobile applications are
n'_f"MaIaysia. Most of the travelers tend to purchase their tickets through
tops, laptop and tablet devices. They tend to check everything else on their
h es and tailor and make plans for their trip (Airtravel, 2013). with the

me_rsn_ie use of smartphones and the various mobile application consumers can easily

ar for their travelling purpose.

: _The process of booking airline tickets through smartphone application.
process of booking airline tickets through smartphone is a simple process when

0 .péring with booking through laptops or desktops. The process can be seen from the

[NTI International University (2013)
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Figure 1.3 Process of Booking through Smartphone
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.oblem Statement

f-telecommunication there has been much advancements. The people are
to accept new technologies that will make their life easier. However,
people are not ready to accept the new technology fully due to lack of
~and due to the lack of information and study conducted with regards to new
cal .' acceptance from the side of consumers. The main analysis of this
omes in this area. With the help of this research it will enable to find out
eo". e are ready to accept new technologies. With the advancement in
cation and with the introduction of smartphones they have changed the
er's level of technological acceptance. From the [Phone to the HTC One
re "dramatically changing the way we live — how we shop, lquy, search,
nect with the world (Kenny and Pon, 2011). Smart phones have opened a
opening new technologies and application. So the new way of mobile
h;h on a smartphone is seen mostly through applications, allows for
‘location based services (Yang, 2010). Smartphones are exactly the
| 'h_ones which are highly advanced and can do amazing tasks very easily.
ve multiple features that make the life of humankind so easy. It allows
munication in different ways , gives you quick intermet access and you
cks of your meetings schedules appointments and now a days the features

: h‘lartphones that you can get high end application that can blow your

studies have been done in the area of technological readiness. Most of the
ive discussed consumer’s readiness to accept various new technologies.
| ;ar_iy literatures have discussed on the readiness of consumers in accepting
_npiégy Kevin et al., (2009), Janelle et al., (2010), Yang et al., (2011), Hagque et

9):': ahangir and Begum, (2009). But there are no researches done in Malaysia
rding: fh‘e consumer's readiness fo purchase airline tickets through smartphone.
b_o_ugh there are lots of smartphone users in Malaysia nobody has ever focused
ew research topic like this (Morgan et al., 2013). The level of new technology

pta"_hce of Malaysian smartphone consumers was not analyzed. Since there are no

ternational University (2013)
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done on the Malaysians readiness to purchase through smartphone, this
. more relevant and aims in studying about the perception of the Malaysian
1ers in accepting new technologies. A study by lvan Burmistrov (2009), pointed
mportance of Mobile Air Ticket Booking where he pointed out the difficulty in
he ':.'o_bile phones for ticketing purpose. He explained the future scope in the field
_é_'s'e‘arbh, but he did not bring up the importance of mobile applications available
nj_a‘rtbhones. Limited studies have been done on smartphone purchases of
kets in Malaysian context. Farhad et al., (2011) had examined the perception
towards mobile ticketing in Malaysia. The research simply focused the

juency in traveling and there problems in traveling in Malaysia

tores can only retain few customers back. Previous researches shows that
:o'_f'."t.'he internet shoppers who visit the website purchase from there rest of
t leave quickly {Overby and Lee, 2006). Why do most of the internet
. se through the website rather than purchasing from it? If they are not

.___'Chase, how will they purchase through smartphone. To examine how they
ited towards online shopping through their smartphone and since the

nline business stores depends on the repurchases done by the online

support the evidence of the boom of smartphone application in booking
ets, some of the top airline tickets booking applications were analyzed. Top
n _Stbres like App store from apple, Play store from Android and Blackberry
m Blackberry were considered to do the comparison. The primary research
ed the presence of smariphone application for booking airline tickets in the various
'T-_ s study has shown that most of the top airline companies have smartphone
Pp Qaty:()"hs. App store and Android market has high number of application but
b ry has very few limited applications. In Malaysia Air Asia has apps for all the
res.

I International University (2013)



Table 1.1: Top airlines and there their apps in different OS

IRLINES APP ANDROID BLACKBERRY
| STORE
TAR * * *
* * NA
ingapore * * NA
Cathay Pacific * * *
_l_pPon Airways * Jr NA ‘
fihad airlines * * NA
h airlines * * NA
tes * H NA
airwvays * * NA
0. Malaysian airlines * * NA
APP ANDROID BLACKBERRY
STORE
* * NA
Virgin America NA NA NA
Jet star Airways NA NA NA
4. Air Asia X * * NA




22

NA ‘NA NA

NA NA NA

et star Asia NA NA NA
: est g * *
flines NA NA NA

igo airlines * * NA

ifable in the application market

blackberry smartphones.

r’ialyzed by checking through each phone in their app stores. Blackberry
é'p'pl_ications to book airline tickets through smartphones. Only few airline

ntroduced applications for blackberry this can be due to the lack

- Table 1.2: Top airlines, usage and ratings of android

Rating (From Total Installs Owned by
users)
4.3 (298) 50,000 - 100,000 Quatar Airways IT
3.7 (1,128) 500,000 - Asiana Airlines
1,000,000
3.6 (288) 100,000 - 500,000 | Singapore Airlines
g Limited
Cathay Pacific 3.7 (448) 100,000 - 500,000 | Cathay Pacific

ernational University (2013)
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Airways
4.0 (221) 100,000 - 500,000 | All Nippon Airways
2.2(16) 5,000 - 10,000 App Striker
4.0 (174) 100,000 - 500,000 | G Sofibiz Co.,Ltd.
irlines 4.3 (914) 100,000 - 500,000 SITA Lab

ide by parent company (Third Party)

y1.3: Low cost airlines — android usage and users rating

Rating (From Total Installs Owned by
users)
3.7 (2,066) 500,000 - AirAsia Berhad
1,000,000
Nil NA NA
Nil NA NA
Nil NA NA
Nil NA NA
Nil NA NA
Nil NA NA
west airlines 3.7 (4,714) 1,000,000 - Southwest Airlines
5,000,000
Nil NA NA
3.7 (125) 50,000 - 100,000 InterGlobe
Technologies

owril _aded by the user's every year.

1 [';}ter_nationai University (2013)

ol¢ : iscusses the number of downloads and rating of different applications. The
u"mber of downloads shows the popularity of application among the users.

lh'g__..-‘ét all these figures we can see that there are number of applications




24

.:e_ level of perception of Malaysians towards purchasing airline tickets
gh smartphone?

'_a: s_'_thé level of perception of Malaysians towards accepting new technologies?
otivators and inhibitors of technological readiness have any influence on

tion to:purchase online?

arch Objectives
e ng research objective of the study is to examine the readiness of

o purchase airline tickets through smartphones.
tive of the study is

ine if Optimism, innovativeness, insecurity and discomfort has an
_t_at:ign with readiness to purchase through smartphone.

g_geéfimprovements in the field of Airline Industry.

épondents are accurate and thereby can be used for getting proper

gnificance of the study

he importance of the study to academia:

a8 arch will help other researchers to understand the extent of technology used
m __'phone areas and future researches can be executed based on these
gé.'This research will open a new gate to the academic field to understand

about readiness of consumers to accept new kinds of technology.

i_emati_onai University (2013)
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portance of the study to government:

rom the study are useful for the government to find out the opinion of the
.hsumer on a new topic like purchasing through smartphones. The study is
for future references to look at the level of technological acceptance and

evel of the Malaysian consumer to accept new things.
portance of the study to industry:

companies are opening online web stores for their products since people
more interested purchasing online. So this research will show light to
es: to create more online purchasing stores and application which is easy
sumers to purchase directly without going into the websites. This study can
pcoming industries in thinking of opening new online stores and to create
pplication. The result from the study will enable the complete mobile
mé_il;ing their smartphones better and it will also help them in finding new

ote online purchases via smartphones.

m 6]‘ this research is to study the Malaysian consumer’s readiness to
hnblogy and their readiness to purchase airline tickets through

lost of the consumers spend most of their time on their smartphones.

of this study will be on the urban areas like Kula Lumpur and Selangor.
ill be undertaken by quantitative research. The sample size will consist
1e consumers who are from the age of 18 years. 18 years and more are
':b.e good for research since there opinion are taken valid in previous
:'::Fé'rhad et al., 2011).The data obtained from the questionnaire will be
I_f_h_'_'the help of computer software spss 20.0 version. The data collected from

' can be useful to fulfill the objective and will be usefut for future researches.

nternational University (2013)
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tructure of Dissertation

_d:'y is basically divided into five main chapters as follows:

Introduction

t chapter, an infroduction on the selected areas of the research has been
and followed by the general overview of the smartphones and airline
are discussed. Then the summary of the problem definition was presented
1 the research objectives, research questions, scope and significance of the

It as its limitations
2 Literature Review

ap r two, a literature review of the theories and previous studies will be discussed
he topic is presented with an introduction from traditional way of booking
'ék'efs to the modern and along with that previous studies that have discussed
ncluded. Along with these the various variables which are used in this research

lained.
Methodology

ter, describes the methodology and techniques used in the collection and

“the survey data. Also the reasons for choosing this methodology are

:'Findings and Discussion

__ :p'ter, the findings gathered from the research are analyzed. Data collected
S__';u:rvey respondents are presented in the form of tables and charts for better
ng. In this chapter, the findings of the data gathered are interpreted in the

iterature review presented.

nternational University (2013)
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Conclusion and Recommendations

h:é:_least,- In chapter 5, the conclusion of whole this study will be described
table recommendations will be given for the marketers so that they can
ke a better marketing strategy to attract more customers. This chapter will also
olications of further research, implications for marketers along with

eflections of my learning experience

nternational University (2013)



Figure 1.4 Structure of Dissertation

hapter I - Introduction

Chapter II - Literature
Review

“Chapter III - Research
Methodology

Chapter V - Conclusion and
Recommendations

ternational University (2013)
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CHAPTER I

LITERATURE REVIEW

support the technology acceptance of the consumers. This chapter will

-about the evolution of air ticketing and the importance of smartphone

th the first passenger flights the first airline tickets were also introduced
the airline tickets is to identify the passenger and to examine whether
the authority to board the flight. Earlier internet was considered as

tickets. American airlines introduced the airline reservation system.
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alays:a was first introduced by the Malaysia Institute of Microelectronic
HMOS)- Wi ich was initiated by the government. The Internet service Provider
up y'..the MIMO in the year 1992. There was a rapid growth in the users
sia. Since there was this rapid growth in the need for internet Telecom
the second 1SP called TMNet in the year 1996. The rates of
."g:fown rapidly from 3.5 million users in the early years of 2000 to
/ 2008. This rate shows a 10.3% rise in the growth of interet users
'. .r_x Communication and Multimedia Commission, 2008). The

the Commission also indicated that every household has about

d ah (1998} described two types of airline ticket services. One is
=] __Ecé in which the customer reserves the ticket by telephone or the
nd cp_l_!_ec_:.té'the ticket at the airport, and the second one is the direct
l'ce_'._'.which the consumer uses an internet site to reserve ticket directly
€s he;.t_'_ ket through a delivery service. Usually airline companies and travel
th the methods. Samenfink (1999) found that airlines are using internet
hform_ation’s widely and as revenue generating channel. Travelers chose to
sbsites and complete reservations online rather than going to the nearest
! (Kim et al, 2005). By the year 2000 web has forced firms to change from
r\?i_'c‘:es to pulling clients. (Standing, 2000) Internet browsing shops stayed
ours a day, seven days a week to allow access to relevant information

?tip_nai University (2013)




