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This study sought to investigate the relationship between emotional labor and commitment to
organization of flight attendants as a way to identify solutions for service quality issues attributed to
reduced commitment. It was also intended to determine the relational routes in terms of the effects
of social support as a supplementary factor in reduced air service quality. A survey was conducted from
January 2020 for about one month and a total of 426 copies were used in the final analysis. SPSS 23.0
and AMOS 23.0 statistical programs were used for the data analysis. The results are as follows. First,
the emotional labor of flight attendants showed a negative impact on the social support including
support from peers, families, and team leaders. Second, support from peers and team leaders had a
positive impact on commitment to organization. Third, the emotional labor of flight attendants showed
a negative impact on their commitment to organization. Fourth, support from peers and team leaders
were found to have a mediated effect on the relationship between emotional labor and commitment
to organization.
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ZHp<.05)°14 ALY,

Iv. g1Zq;
1. Bl 9 MEIE HE
2 a7 2gEel s, 2489 A %)
Ao} Ao} ety BAE gfalo] HelH 2 AR
=

= AAlsSITE s, RAEY, AR ZA Y A
HAIZ| %Rl CR(composite reliability: CR)Z} Ha&
A2EX]491 AVE(average variance extracted:
AVE) A= gho]l 22+ 712411 0.7°14, 0.5°132
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E 1. Solx 201840 98 M
x2(p) | df | RMR | GFl NFI IFI CFl  |RMSEA
92.652 24 029 954 955 966 966 082
(p=0.000) ) ’ : . ’ ’

He
=l S.E. |t-value =

8 NI AVE

=S| — :XHZIHE— 730 | .081 ] 12.706™| 838 | 635
TS

— | ZHx gxsl 878 | .102 | 13.379"

—-| FM2Y | 700 | Fix -
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3. X0|ES

o [E 419} [E Sle QYEAEH(ANOVA)T
rtestE AAIoHA FFAL SFAY STt A&5FFAL
of wet A wF, RAEQ, ABE 2]79] ZolE A
Zol9ich WA sEo) o E4487 238 5,
HEA(F=3.491 p05)ell F2t ko)7L Sl Ao
uebgtth 3 sHEo] web ARA A7 FA
(723.821, pC05) AElE AR &, F=AA
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H 4. s ME xjo|AS
= SE N M SD F |Scheffe
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st =P | 219 2.85 821
sk O|AY 18 2.86 722
X045 | 189 | 373 | .663
HM2Q | e B | 219 3.67 674 | 461 -
Sk oA 18 3.69 746
X045 | 189 | 351 662
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7ER XHIZEZA 153 4.10 o0 | 2
CHEEBAL | 273 3.94 678
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"'X.001, "X.01, "X.05

o [# 88 AT 248219 BAA A3
St 7 A TS YolRy] fJ5le] REAED

g Bro s dA1ngol APael eyt FaTe
Fode Aot £4923, AEE xR tigt 2|
FETe [olsHA UeRga(#=-.201, p£.01), 7HE&E
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Sk AR, 7IEAA], HAAA] 0] Wobde oulgitt

olgist AIH= Kinman(2011)[49]¢t F@OK2014)

8. A8zl XIxie| 2B [46]9) A7ETE AASH Aoz 2HTH] 4

NN | HEn | &80 LES i 2R AB|E AAS U dherie

SEAR WHASEED path |, |Path| [, | Path | olth, watr FEsnelo] 71-7(4}|__L A}3A 27
factor factor factor

=S| ol e ]
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