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Emotional Labor and Work Attitudes for the Flight Attendants
Kang-Sik Kim*, Dong-Myong Lee** and Soo-Ryun Kim**

ABSTRACT

In this study, the work attitude of flight attendants who were performing emotional
labor, had been explored. The organizational support system had been analysed to test its
effect as a moderator on increasing positive job attitudes.

It was found emotional labor had influence on work attitude of flight attendants.
Emotional labor consisted in this study deep acting and surface acting. First, deep acting
found positively related with job satisfaction and organizational commitment, negatively
related with intention to leave. Second, surface acting negatively related with job satisfaction
and positively related with intention to leave.

This study put organizational support systems as moderator.

First, Training has moderating effect on the relationship between deep acting.
Organizational support has moderating effect on the relationship between deep acting
intention to leave. Counselling has moderating effect on the relationship between deep
acting, job satisfaction. Peer support has same effect on the relationship between deep acting
and intention to leave.

Key Words : emotional labour(34] x&), work attitude(Yd5 EX), organizational

support system(Z ] ]9 A] 2~ 5)
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& gl o d& FEHr veldtHPugh,
2001; Tsai, 2001; Tsai & Huang, 2002). Aju]x
AEoA THEL THALEY JAFA o &9
FTHEHA = 4ol &7 HH(vla)e]l AE
o] ¥rg-& us A3AA Foh

B2EYgFEe ARz Yehde s AL ANE
EH3te RE Lo oA 23 o] AAE
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EHYETE APd AAge EX7) obd RAer
A FAEe] A4S veidt & = gtk
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