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A Study on the Impact of the Emotional Intelligence of Flight Attendants upon

Customer Orientation
: Focusing on the Mediating Effect regarding Knowledge Sharing
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Abstract

The purpose of this study is to examine the roles of emotional intelligence and knowledge sharing,
while focusing on the customer orientation of flight attendants, to identify the strategies to improve the
quality of services provided by flight attendants. For this purpose, the researcher examined the
relationships between emotional intelligence and customer orientation, as well as the impact of
knowledge sharing in the process. The survey was conducted over three weeks from May 6, 2021, to
May 27, 2021, and the 426 questionnaires recovered were analyzed using statistical software programs
SPSS 23.0 and AMOS 23.0. The findings of this study are as follows; First, the emotional intelligence
of flight attendants had a positive impact on customer orientation. Second, the emotional intelligence
of flight attendants had a positive impact on knowledge sharing. Third, the knowledge sharing of flight
attendants had a positive impact on customer orientation. Fourth, in the relationship between the
emotional intelligence of flight attendants and their customer orientation, knowledge sharing had a
significant mediating effect. Based on the findings of this study, it would be possible to consider
support strategies for organizations, including the training programs for enhancing the emotional
intelligence of flight attendants and a corporate culture in which knowledge sharing can be promoted.
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