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A Study on the Effect of Cabin Crews Non-verbal Communication
on Rapport Formation and Loyalty in the Era of Covid-19
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Abstract This study analyzes the nonverbal communication of cabin crew, a human factor affecting the
service quality of the airline industry in the COVID-19 era, and its effects on building rapport and loyalty
with passengers. A professional market survey company was employed to distribute 357 copies of a
questionnaire from March 21 to 28 in 2022. Of the completed questionnaires, 34 with multiple answers
and abnormalities were excluded, leaving 323 questionnaires for the final analysis. The following main
results of the study can be summarized. First, excluding physical appearances, all non-verbal
communication factors of the cabin crew had a significant positive effect on building rapport in the
sequence of kinesics, paralanguage, and proxemics. Second, the rapport formation exchanged between
the cabin crew and the passengers positively affected loyalty. Third, excluding physical appearances, the
non-verbal communication of the cabin crew exerted an indirect positive effect on loyalty in the
sequence of kinesics, paralanguage, and proxemics. The practical implications of this study are that the
non-verbal communication of cabin crews is essential to building rapport with passengers in the
COVID-19 era. Hence, there is a need to develop service designs and education focused on taking
advantage of this aspect. Education on the importance and perception of service basics needs to be
strengthened to ensure that cabin crew are skilled in predisposing factors of building rapport, including
upright posture and attitude, maintaining appropriate service distance, eye contact, tone of voice, and
response when communicating with passengers. Further, with continuously changing service situations
due to COVID-19, in-flight service procedures need to be designed in a manner in which passengers can
positively perceive the non-verbal communication of the cabin crew during flights.
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Table 1. Subject Characteristics

Contents Num. Freq.(%)

Gender Male 160 49.5

Female 163 50.5

20-29 80 24.8

Age 30-39 78 24.1

40-49 82 25.4

More than 50 83 25.7

student 24 7.4

housewife 32 9.9

Occupation white-collar 213 65.9

business owner 27 8.4

others 27 8.4

FSC 173 53.6

Airlines LCC 132 40.9

Foreign Airlines 18 5.6

Less than 1 44 13.6

Frequency ac & 226

4~5 59 18.3

More than 6 147 45.5

Tourism 277 85.8

Visit Business 35 10.8

Purpose Visit Relatives 6 1.9

Others 5 1.5

Domestic Flight 289 89.4

Routes I;ktlzrr]:a};?g;il 2 65
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23} Table 29 2t} ARl 4719] A £,
1o, AARde], AAA P2 7+ 3719 HH g
TAAERCH Eigen-Valuegte] 2.065(15.887%)°1
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Table 2. Exploratory Factor and Reliability Analysis
(independent variable)

Factor Loadings
Name of Variable
1 2 3 4
Paralanguage2 .839
Paralanguage3 813
Paralanguagel .804
Paralanguage4 792
Proxemics2 .870
Proxemics3 .858
Proxemics] .836
Kinesics3 .857
Kinesics2 .831
Kinesics1 .829
Physical Appearance3 .832
Physical Appearancel .805
Physical Appearance2 .703
Eigen-value 3.021 2.527 2.510 2.065
explained variance(%) 23.235 | 19.435 | 19.305 | 15.887
variance criterion(%) | 23.235 | 42.670 | 61.974 | 77.862
Cronbach Alpha .889 913 .876 772

KMO=.874, Bartlett's X’=2557.087, df=78

Table 3. Exploratory Factor and Reliability Analysis
(Mediator and Dependent variable)

Factor Loadings
Name of Variable
1 2
Rapport Formation4 .868
Rapport Formation3 .839
Rapport Formation2 .806
Rapport Formation5 777
Rapport Formationl 769
Lovyalty4 .866
Loyalty2 .846
Loyaltyl .835
Loyalty3 .831
Eigen-value 3.068 3.267
explained variance(%) 40.909 36.302
variance criterion(%) 40.909 76.393
Cronbach Alpha 910 911

KMO=.914, Bartlett's X*=2075.809, df=36
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Table 4. Confirmatory Factor Analysis

Observed Variable Latent Variable Estimate S.E. C.R. P AVE CR
Paralanguage 4 - 1.
Paralanguage 1 - Paral 0.86 .05 16.87 ek 750 927
aralanguage . .
Paralanguage 3 - alanguag 1.00 .06 16.08 ek
Paralanguage 2 - 0.98 .06 16.80 ek
Proxemics 1 - 1.00
Proxemics 3 -~ Proxemics 1.23 .06 20.79 ok 831 936
Proxemics 2 - 1.15 .06 20.01 ek
Kinesics 1 - 1.00
Kinesics .846 915
Kinesics 3 - 0.86 .05 18.85 e
Physical Appearance 2 - ) 1.00
Physical Appearance 1 -— Physical 1.06 .10 10.31 sk .641 842
Appearance
Physical Appearance 3 -~ 1.20 11 10.82 ek
Rapport Formation 1 -~ 1.00
Rapport Formation 5 - 1.15 .07 16.95
Rapport Formation 2 - Rapport 1.12 .07 16.11 771 944
Formation
Rapport Formation 3 - 1.15 .07 16.04 ek
Rapport Formation 4 - 1.25 .07 18.72 ek
Loyalty 3 - 1.00
Loyalty 1 - Loyalty 1.20 .07 17.38 ek 784 915
Loyalty 2 - 1.04 .07 14.05 e
22=410.091, df=155, p=0.000, GFI=0.884, CFI=0.947, RMR=0.031, NFI=0.919, RMSEA=0.071
*#*5<0.001
Table 5. Pearson's Correlation in Latent Variables
Latent Variables M SD Kinesics Paralanguage | Proxemics Physical Rappgrt Loyalty
Appearance Formation
Kinesics 3.93 .66 1
Paralanguage 3.49 .69 418 1
Proxemics 3.52 .80 433 544%* 1
Physical 3.58 67 433" 425" 385" 1
Appearance
Rapport Formation 3.67 .68 .601** .685** .587** 437 1
Loyalty 3.93 .69 .838™* .394* 418" 387 .601** 1
**p<0.01
Table 6. Study Model Analysis Results Table 7. Indirect Analysis Results
i ; i 95% CI
Hypothesis Estimate | S.E. C}? P Result Hypothesis Ind%rect u p
Contents t-value Contents(H3) Effect Lower | Upper
H ) otk
1-1 K—RF .449 .055 | 8.227 Adopt H3-1 K 375 212 583 0*22
H2 Para—RF 367 048 | 7.631 ook Adopt 001
1- H3-2  Para— 306 205 | 410 | T
11:13 Prox—RF 130 .042 | 3.113 |.002**| Adopt L 00
o H3-3  Prox— 1109 028 | .19 | 07
1-4 PA—RF -.007 |.055| -.125 .900 Reject
H3-4 PA— -.006 -.112 .094 .962
H2 RF—L .835 .070 | 12.011 el Adopt
Para(Paralanguage), PA(Physical Appearance), K(Kinesics),

22=751.04, df=157, p=0.000, GFI=0.846, CFI=0.877,
RMR=0.040, NFI=0.851. RMSEA=0.10

Para(Paralanguage),

PA(Physical

Appearance),

Prox(Proxemics), RF(Rapport Formation), L(Loyalty)

*p<0.001, **p0.01, *p<0.05

K(Kinesics),
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Prox(Proxemics), L(Loyalty)
00,01
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