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Abstract This study examined the role of the demographic characteristics at relationship between customer orientation
and flight attendants’ burnout in airlines. As a result, the following findings were obtained. First, more than 30 years
of age had a negative impact on depersonalization. Under age 30 and emotional exhaustion negatively affected
customer orientation. Second, regardless of the rank. depersonalization negatively affected the customer orientation,
and emotional exhaustion of the crew had a negative impact on the customer orientation. Third, more than § years
experience of depersonalization had a negative influence on the customer orientation. Less than eight years experience
of depersonalization and emotional exhaustion had a negative influence on the customer orientation.
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[Fig. 1] Model
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[Table 3] Factor Analysis of Customer orientation

AL 20-704]7F0] 8278(33.0%) 2 Ho| e Factor and Items Valuex
I get satisfaction from making my customers happy. 34
4.2 II=5|-A_|HI_-|I _.g_?_l_E_A_'IIj_I_I- IA_IE'E _E_A_'II I really enjoy serving my customers. 32
1 enjoy responding quickly to my customers’ requests. 81
Qo] W= A &Al7ke ba) AHAA S Zha 9=
o LH ] 1 e L/] ToETeE A A »] keep the best interests of the customer in mind. 30
5 =) =) o =)
X]% :-i—}' Ql 0}7] ‘CH O]'o;] %éﬂﬁ -8—?_‘5"&15 é—]}\] o]-‘}iﬂ, »] achieve my own goals by satisfying customers. 30
AR AZS 938 Cronbach's aAl5E o] &3}t &= »I get customers to talk about their service needs with me. .75
?:fl— e *é ﬂ]_ 90l 4ZH Ekoﬂ o Zﬂ 7} (}J\ = t—%], A 47H = Zﬂ 7_] »[ try to help customers achieve their goals. 74
A9l O1E ] LBl 6 o HA A »[t comes naturally to have empathy for my customers. 73
3] ¥ Z 3 Al b . .
sttt 71 At |yl Mg B 21w A 3 »] take a problem-solving approach with my customers. 3
Mol Q9lo] =&E ) ZF 8219 Al 799%50] A I enjoy remembering my customers names. 68
el th oA sk BalA e YA g aka >I find it easy to smile at each of my customers. 66
— — B 1 am able to answer a customer’s questions correctly 66
o= A7E gl Ble® HrbE i
Eigen value=6.90; Variance= 57.5; Reliability= .93
[Table 2] Factor Analysis of Burnout > Jtems used for hypothesis testing, after the confirmatory
factor analysis; * loading value
Factor and Items Value*
(F1: depersonalization) 4.3 01X QOIEM
»This job is hardening me emotionally. 2 qul OEI—IV_AJ% }_/\}:} % 7_][— ;S‘ZHE_?_]%‘ 5] ?1;51 Q
I treat some coworkers as if they were impersonal objects. .72 O1HA].0 PE -
28 5 o x%o]/\ & AHILE 7
»Working with people all day is really a strain for me. ! e ] }Oi‘:]— ] J+ ] 1 © ] THe= H
T've become more callous toward coworkers. 63 A8k7] $jsko] =AA 4 (modification indices)E ©]-8-8}
I don't really care what happens to some coworkers. 68 Aot webA o] WA AA FARGFT) =& e
»] feel coworkers blame me for some of their problems. 66 AAZo =M B AFwZ v} 1 AT w4
»] feel uncomfortable about the way I have treated coworkers. .64 510 o]0 A 2 A 17k Qoo Sm %
»Working with people directly puts too much stress on me. .57 shalel A 370 3 T HeTh e 2194 71 3 ik
oM HZE AstaslelA 270 3 ARG allelA 5
Eigen value=5.16; Variance= 27.1; Reliability= .84 -
Mol AA=ATE 2t agle] A el tgk AVE
(F2: emotional exhaustion) o| A nje1 A9} ol AsE 2.210] 715X (500]
»I feel burned out from my work. 38
AN H 1k u-xt‘!l— 87i~ 700 /K]—O/K]—vo__
»] feel used up at the end of the workday. & 0) D]— XH] b}E]r ] ]—1— ]( ] ) ] e
— _
I feel emotionally drained by my work. 32 = UFEP;/\LD]' Lq_;/]_,q Ed E}%/\j 3 qb}—:l—]':— ]’\1 = O]/BLO]
»] feel fatigued when I get up in the morning. 81 e HAo=w Huslrt
»] feel like I'm at the end of my rope. 4
Eigen value=3.01; Variance= 15.8; Reliability= .85 [Table 4] Confirmatory Factor Analysis
. . . AVE
(F3: reduced personal accomplishment) construct re. weight*  st. weight#x t p R
»] feel energetic. 75 1 0590
> have accomplished many worthwhile things in my job. 72 1282 0734 84 0
I can easily create a relaxed atmosphere with my coworkers. .70 depersonalization 1453 0735 84 0 047
. . ’ e . 0.80
I feel I'm influencing my coworkers’ lives through my work. .68 1.490 0.789 88 0
»] feel exhilarated after working closely with my coworkers. .67 1.029 0586 72 0
»] deal with emotional problems very calmly. 66 1 0.859
emotional 1.036 0.8%6 152 0 04
Figen value=2.30; Variance= 12.1; Reliability= .79 exhaustion 0.790 0.661 111 0 07
0519 0.435 6.7 0
> Jtems used for hypothesis testing, after the confirmatory 1 0717
factor analysis; * loading value reduced personal 0.871 0.762 79 0 040
accomplishment 0.746 0.546 6.8 0 079
0611 0.483 6.2 0
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1 06%
1297 068 91 0
- 1364 0.747 0
Lustorner 1448 0.819 040 o
1451 0.806 103
1.049 0657 88 0
1447 078 100 0

Fitness: x*=259.611, df=164, p=.000, ¢q=1.583, RMR= .090, GFI=
904, AGFI= 877, CFI= 951, RMSEA= .049
* regression weight; ** standardized regression weight

[Table 5] Model Analysis

hypothesis weight* SE. CR. P
depersonalization B _

—customer orientation 043 015 448 o
emotional exhaustion 001 016 014 088

—customer orientation

reduced personal
accomplishment -0.08 0.17 -1.13 0.25
—customer orientation

Fitness: x°=210.897, df=163, p=.007, ¢=1.294, RMR= .073, GFI=

A2 304 ool A WAL 304 vkl A=
147 37ro] AR GAo] RAH AL Ak Ao
= e

[Table 7] Hypothesis Test 2
x? test: Ax?=25.11<x%05(16)=26.30

equality x* test

X df CFI RMSEA
unconstrained 47341 328 928 043
measurements weight 49852 344 922 043
model’s %2 fest x* test: Ax*=17.86>x°.05(5)=11.07
x* df CFI RMSEA
free model 52565 334 900 049
constraint model 351 339 393 050
over 30 years old |less than 30 years old
path (n=115) (n=125)
weight* CR. weight* CR.
depersonalization 5 440 | -8 B
—customer orientation
emotional exhaustion 18 13 _50 956

—customer orientation
reduced personal

accomplishment -.16 -1.63 =01 =17
—customer orientation

mean: 29.67 years old; n=246, no answer=6,
xstandardized regression weight

= ) Lol T ol Asl= N =) SEA]
922, AGFI= 899, CFI= 975, RMSEA= 035 ASA Asiel AAGle] HIIASE A FA
* standardized regression weight BAA FS 7)1X]= Ao g yelhkoy 7AAA g
T & FHAAR DA o] A FFE T Ao
=ES 2 el
[7Fd 1] tigk A5 A3 A5 o7t gl o=
et SATUAY S4AY AEAE 7 FdelA [Table 8] Hypothesis Test 3
tEA dAstglen® AAe] e T AP ity test X test SFI629GC K620
*g 3]_0:] X’ df CFL RMSEA
M unconstrained 471 38 940 039
measurements weight 464.00 344 940 038
. L x* test: Ax*=1878>x%.05(5)=11.07
[Table 6] Hypothesis Test 1 model’s x* test 2 af CFl RMSEA
L, x? test: Ax*=27.337>x2.05(16)=26.30 free model 507.80 334 913 046
equality x* test @ n o RMSEA constraint model 526.57 339 906 043
crew over asst. purser
unconstrained 47456 328 928 043 path (n=160) (n=86)
measurements weight | 501.89 344 922 043 weight CR. |weight* CR.
depersonalization -3 243 | -6l 4B
_ —customer orientation
(714 212 A=A AA 4 FLAolA 2ol 7t emotional exhaustion e o4 2 201
- - - —3lcustomer orientation - ) ’ )
AR fok I Yueld AEAS SAspl Fra e o
Qom thENURA Y 2o|dZ 7|24 Folat A} accomplishment -1 12 | -2 1M
—customer orientation

7 R
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RMSE
RMSE

26.30
9.49

CFI
922
923
CF1

.32<x2.05(16)

15
328
344
339

555.66

54019

496.47
x* test: Ax*=1547>x2.05(4)

x? test: Ax?
481.14

equality x* test
unconstrained
measurements weight
model’s x* test

free model

constraint model

[Table 9] Hypothesis Test 4
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