Journal of the Korea Academia-Industrial http://dx.doi.org/10.5762/KAIS.2014.15.2.735
cooperation Society
Vol. 15, No. 2 pp. 735-744, 2014

P AASTA) A o] Al 2FAS) 220 wHE
Jaol] B AT

St
o

$9stl, CHersln SUAY NN

= — =17

o
e
i
ozt

=2

Jon

i

1=

Impact of Flight Attendants’ Emotional Intelligence
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Abstract In this study, emotional intelligence which is defined as knowing yourself and other people's
emotions and the ability to use regulation was judged as an important factor for the service quality
implementation of aircraft crew members perform to work in special circumstances. And the purpose of this
study is how emotional Intelligence affects job satisfaction and organizational loyalty.

So we analyze the emotional intelligence of the K domestic airline crew in this study. This study showed that
emotional intelligence affect high quality of service to perform the work well and contribute to job satisfaction.
And job satisfaction has a positive impact on organizational loyalty also. Therefore, the ability of airlines to
improve service quality as well as performing work also for the emotional intelligence to increase satisfaction
and loyalty unplug staffs and it will require ongoing sensitivity training.

Key Words : Flight attendant, Emotional intelligence, Job satisfaction, Service quality performance
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[Table 1] operational definition

variables contents author
1.self-awareness
. 2 self-management Goleman &
emotional L. .
intellicence 3.self-motivation Boyatzis
g 4.selfempathy (2010)
5.social skill
1.tangibles
. . 2‘rehab111.ty PZB
service quality | 3.responsiveness
(1988)
4.assurance gender
5.empathy
l.overall satisfaction
2 satisfi ith th
job WZZZE lifl'(lid “\Iilv::lf;ree Kuk-hyun
tisfacti Shin(2010
satistaction 3.satisfied with the n(2010)
personnel evaluation
1.recommendation
organization 2.continue working Kuk-hyun
loyalty 3.keep around, even if Shin(2010)
some wage cuts
3.3 g7

3.3.1 SATChAxL
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Astd 89l 10832 233t F 1EFoR LS

AN

o). olefat BB Sl ek S s ohck, wE
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[Table 2] factor analysis and reliability of the emotional

intelligence
i i i i Cronbach
factors question fact.or eigen | dispersion c}
No. loading | values (%) o
1-2 781
1-21 744
relationship 124 106
management 5159 | 14352 811
skills 123 | 60
1-20 632
1-19 584
o 16 | 76
Social cognitive 15 | 45 | 2540 | 10174 | 660
abilities
1-18 676
19 657
2 1-5 .640
self-management 1564 | 9578 | 607
ability 1-10 609
1-8 570
1-1 766
1-3 .629
self-awareness 1.30 9.2191 583
14 .580
12 570
1-12 744
leading capabilities | 1-11 468 1282 7.850 553
1-17 406
honest / 17 733
positive 1-14 530 1171 7.249 548
thinking skills 1-13 485

total dispersion 58.432%

KMO=.739, Baretlett x*=1290.13, df=276 (p=.000)

BEglT 27] QWS FUAP, MY, RN,
3 < [e) =
BEAP, W oR Wysig

[Table 3] factor analysis and reliability of the service

quality
i i ispersion | Cronbach
factors question faqor eigen | dispersion c}
No. loading | values (%) @
222 724
221 681
empathy
2-19 636 7.300 15.892 196
223 589
220 .569
2-8 724
27 710
reliability 2241 13.023 740
29 549
26 523

739
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24 840 fl: (e IS Og [I=1
23 810 A 1> AQgE AoR ERIEgIth AAHor A
tangibles 22 690 | 1546 | 12721 | 768 Lo] o AU|AZA Q5L & Sgsiria BE
21 582 I} Hojar Qltk. Ie|EE AH|A A AEAEFE
5 27 FEE AeliA AR Tl =2 ZEAE AL ¢ us
218 | 703 A|AE 3 Aotk
assurance 2-16 697 1.256 9479 .680
217 | 451
1 s [Table 5] Multiple regression of emotional intelligence
responsiveness - 1055 | 7135 589 and service quality
213 | 5507
total dispersion 58.250% Nonst | o Collinearity statistics
KMO=853, Baretlett  x><1768.172, df=253 (p=000) andardi | d | T | sigT
zed Beta Tolerance VI
Beta limit
[Table 4] factor analysis and reliability of the organization (Constant) | 86.709 L2 | 00
loyalty and job satisfaction
social
factors question | factor | eigen | dispersion | Cronbach cognitive 3022 | 362 | S9TL| | 1000 | 1000
No. | loadings | values (%) « abilities
N 3.5 869 relationship
organization managemen | 2395 | 260 | 4440 | 000%** | 1000 | 1.000
loyalty 34 | 827 | 4600 | 34500 | 864 ¢ skills
36 778 self-awareness | 2.394 | 269 | 4438 | .000% | 1000 | 1.000
33 864 .
S"'ltf“;‘i‘;?agem 135 | 149 | 2456 | 015%* | 1000 | 1000
job satisfaction | 32 767 | 1105 | 28882 | .78 ent ability
31 35 R?= 298 d2=195  F=20274  signi F = 000%%
total dispersion 63.381%
KMO=861, Baretlett  x*=831.986, df=36 (p=.000) 4.3 A1 29| HE
WA AR Eol et 34 Ao gk A
, , A o 23 Bzsh} R
xARs Apnag st gregel ge ) IBIE e 1S ARG EA
20 ARge Anny AREY mE osojgom 1 OTs THIT 182 SHEU W ol £ 9
] = d O o e sF= F& O
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[Table 6] Multiple regression of emotional intelligence
and job satisfaction

Collinearity
Non-standa | Standard statistics
rdized ized T |sigT
Beta Beta Tolg'z%nce VIF
limit
(Constant) 005 076 | 939
relationship
managemen 244 248 | 3.649 |.000%** | 1.000 | 1.000
t skills
social
cognitive 192 195 | 2.872 | .005%* 1.000 | 1.000
abilities
honest/
positive 134 136 | 2007 | 046* | 1000 | 1.000
thinking
skills
R*= 118 df2= 194 F= 8546  signi F = .000%**

4.4 A77Hd 39| HE
A5 22wl it B Aol digt
A AR Square)2 302 veht o] Shr
At T3k 2l Ale] gt A frode dYshs Fe
A2 6.0140]31, F-oJRt SYwiol gt Tk f-ol52
©] 0.000<p=0.05 o]E& o] A& EA Ko
olgle Aow = 5 k. HAs & ARl
o

S el 23 o] gt JFL v
H

ﬂﬁr&#oj‘
2 r > lo ¢

=
>
fol
)
2
ol
1
=2
o
BN
>
ofu
o
H1
=
lo
=
32
rr
e
ool
o
=

A ol g AREIA Q14 o] R Aol 249 ¢
A% sote] 23] AL T ofafste o)t T 27

[Table 7] Multiple regression of emotional intelligence
and organization loyalty

45 H3IHE 4 43

8ol4] Mol uje} o] B4

o] A=} H(+)2] A

Epth. whebd < 77bA 4

=, 0] nheg & slotel AL & wefslal gl
[e]

#glo] ARl yhEgi o 4

[Table 8] Correlation analysis between service quality
and job satisfaction

J T R RP A E
1 017 | 026 | 054 | .128 | 3l6%*
. 812 | 719 | 456 | 076 | .000
200 | 193 | 193 | 193 | 193 | 200
017 1 000 | 000 | 000 | .000
T [P 812 1.000 | 1.000 | 1.000 | 1.000
193 | 194 | 194 | 194 | 194 | 194
026 | 000 | 1 000 | 000 | .000
R (&gg] 719 | 1000 1.000 | 1.000 | 1.000
193 | 194 | 194 | 194 | 194 | 194
054 | 000 | 000 | 1 000 | 000
RP (| 456 | 1000 | 1000 1.000 | 1.000
193 | 194 | 194 | 194 | 194 | 194
128 | 000 | 000 | .000 1 000
A |Roq| 076 | 1.000 | 1000 | 1000 1.000
193 | 194 | 194 | 194 | 194 | 194
316 | 000 | 000 | 000 | .000 1
E P[00 | 1.000 | 1000 | 1000 | 1000
193 | 194 | 194 | 194 | 194 | 194

(J: job satisfaction, T: tangible, R: reliability, RP: responsiveness,
A: assurance, E: empathy)

46 A4 5 43

ARl aFdedny 2AFAELe A A
Table 9|4 Ho|= vie} o] 33 Mu|AFdagl
Bt 9 AR aE AR89l o] A=t H()
o HEAE %

nugos FYuEgl
al

kd
30
rr
pal)
o
fru

ok % 349 BhgE Aol nhg
i}

29] @10 Z2Ael WL h

Colinearty 5 TUEC] 2HFHEI} ek T 5 ek
-~ statistics
Non'standa Standardi )
rdized T Sig T | Tolera R . . .
Beta zed Beta e VIF [Table 9] Correlation analysis between service quality
imit and organization loyalty
(Constant) | -.006 088 | 930 OL T R RP A E
Social P. 1 .105 -.051 .144* .026 .325%*
cognitive 175 174 2452 | .015%* | 1.000 | 1.000 OL | CS 147 479 046 715 .000
abilities N1 194 | 193 193 193 193 193
RZ= 30 dan= 1% F= 6014  signi F = 015%% P. .105 1 .000 .000 .000 .000
T |CS| .147 1.000 1.000 1.000 1.000
N 193 194 194 194 194 194

741
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¢

p | -5t | 000 1 000 | 000 | .000
R |cs| 479 | 1.000 1.000 | 1.000 | 1.000
N1 193 194 194 194 194 194
p | 144% | 000 | 000 1 000 | .000
RP [Cs| .046 | 1.000 | 1.000 1.000 | 1.000
N1 193 194 194 194 194 194
p | 026 | 000 | 000 | 000 1 .000
A |cs| 715 | 1000 | 1.000 | 1.000 1.000
Nl 193 194 194 194 194 194
p | 325 | 000 | 000 | 000 | .000 1
E |cs| 000 | 1.000 | 1.000 | 1.000 | 1.000
N1 193 194 194 194 194 194

(OL: organization loyalty, T: tangible, R:
responsiveness, A: assurance, E: empathy)

reliability, RP:

447 HF71d 6 HS

A ErEo] 2AZ/dwol st 3| Aol gt
HZ(R Square)2 002 UEFGTE E3F 3] 49
5t BAIA oS A5 FeAR 000 o)1, =
Yrizeo] et T 9-9l5=Z0] 1.000 o]B & o] F]74]
L BAHoz foAo] gl Aoz B £+ Qg & <A

T7Hd 6>2 712k AR FRIFTE

¢

[Table 10] Multiple Regression of Job Satisfaction and
Organization Loyalty

Collinearity
- statistics
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