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Abstract

The purpose of this This study is an early study that comprehensively examined
the structural relationship between empowerment, job satisfaction, and customer
orientation of cabin crew working at airlines, and in particular, it was intended to
find out how perceived organizational support perception within the structural
relationship in which empowerment affects customer orientation has a controlling
effect. In addition, this study empirically presents drivers that affect the
customer orientation of cabin crew, as well as identifies the importance of

perceived organizational support by workers in maximizing the customer
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orientation of workers, and provides implications to human resources managers.
As a result of the study, empowerment not only allows to respond
appropriately to customer needs, but also actively promotes self—development
and capacity growth and has a positive effect on job satisfaction. In addition,
empowerment and job satisfaction were found to have a significant effect on
customer orientation. In particular, job satisfaction was found to play a mediating
role between empowerment and customer orientation. In addition, perceived
organizational support perception was found to have a moderating effect between

empowerment and customer orientation.

Keywords : Cabin crew, Empowerment, Job Satisfaction, Customer Orientation,
Cognitive Organizational Support.
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8AAA A Cronbac
kil 22911 2212 22913 Q914 2215 2216 8017 h a
0.852 0.183 | —0.052 0.048 0.064 0.066 0.125
0.839 0.185 0.042 0.023 0.113 0.038 0.151
0.832 0.061 —0.020 | —0.074 0.089 0.129 0.045
0.803 0.162 0.090 0.067 0.083 0.026 0.192
0.754 0.252 0.028 0.003 0.136 | —0.070 0.173
0.663 0.178 0.132 0.035 0.336 0.042 0.067
0.209 0.794 0.036 0.036 0.204 0.058 0.236
2 0.173 0.794 0.108 0.054 0.196 0.004 0.119
;; 5 5 0.205 0.762 0.027 | —0.030 0.145 0.020 0.234 | 0.892
= 0.288 0.690 0.093 0.140 0.203 0.090 0.206
0.201 0.658 0.047 0.098 0.267 0.140 0.326
0.024 0.067 0.859 0.124 | —0.001 0.134 0.057
— 2 —0.050 0.014 0.806 0.060 0.075 0.084 | —0.040
;%—i 7 5 0.098 0.036 0.805 0.136 0.000 0.158 0.139 | 0.838
0.037 0.037 0.764 0.225 | —0.046 0.167 0.141
0.070 0.116 0.732 0.163 0.112 0.191 0.074
—0.031 0.039 0.160 0.845 0.079 0.216 0.059
Z}7] 4 4 —0.002 0.024 0.248 0.836 0.040 0.306 | —0.008 0.903
AA 0.048 0.123 0.207 0.799 0.074 0.313 0.061 ’
0.050 0.044 0.133 0.736 0.232 0.244 0.029
0.190 0.249 0.030 0.132 0.831 0.078 0.231
5 4 4 0.149 0.204 0.031 0.132 0.818 0.082 0.176 0.920
s} 0.204 0.278 0.072 0.083 0.787 0.145 0.225 ’
0.217 0.271 0.006 0.123 0.707 0.138 0.320
0.067 0.074 0.205 0.245 0.142 0.856 0.072
s 4 4 0.039 0.084 0.228 0.302 0.056 0.846 0.088 0.924
= 0.085 0.076 0.275 0.288 0.153 0.782 0.072 ’
0.055 0.006 0.174 0.417 0.068 0.756 | —0.027
0.174 0.217 0.104 0.054 0.282 0.059 0.799
o] ] 0.172 0.248 0.186 0.078 0.239 0.087 0.792

4
o,
P e
o

0.909

o 1
(o]
(o]

A 4 4 0.237 0.376 0.113 0.006 0.200 | —0.021 0.714 0.903
0.248 0.356 0.035 0.010 0.203 0.080 0.710
LF-%] 10.691 5.390 2.239 2.243 1.315 1.127 1.066 | 4%

Ay Bakg 33.410 | 16.845 7.309 7.009 4.109 3.523 3.331 | 75.536
SAE QRS HAAStY SAAEES] WHEIYAES A5 eldAdol °
A SAEGE A5 AAAL. A5 7te] #HelFdAl e sels 9 2 zhs| A
(varimax)oll 23k QQ1EAS 435} AT LA 7E 1014l 79 a]le]
g on, o5 @9l HA WE 75536%2 HAdss AR UEWU<R
4>, AMFHE FALS AEET9 &3 o yHdAAde ARE AHRE fRHFoz
AZvpsldFA S Aaksle] B8 2 e EdES AFEE YJEE A2
npstdlglo] 0.80] 4ol WHAAA L FH T web 29 U 54 735
2 25 AlEAde] =i @ 4 )t (Nunnally, 1967)

7y} gols 7he] wHElEAY FHAHEE Q15| 98ty L9U9E 7] AHAAAE
AT 82 VEHS FEEE @S AFSSIded SAHAAE ol AN
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o PEAS =ol= U FystEE &8 x7F =vh(Hair et al, 1995). ATAA EA
i

QA ghobd B AT ALgH Ade BRERHS Fud
ol zrel AaaiAl el shdelx A

O [ B B
sdste] VEEHBAEE SHEAJARHEEE, 2021).

TN | s | 989 | 9HA | AAA | A TS| 22X |22 XY Mean| SD
53 1 3.66 | 0.68
388 | 0.313%x 1 2.790.85
olulAd | 0.607#* | 0.218:xx 1 3.890.66
271 A | 0.300%x | 0.662%x | 0.177x 1 3.06 | 0.80
HFEHEE | (05995 | 0.225%x | 0.663%% | 0.203%x 1 3.77 1 0.66
TR EEA| 0.450%x | 0.169%x | 0.473%x | 0.101 | 0.512x#x 1 4.031(0.60
ZAAY | 0.162%% | 0.464%x | 0.251%x | 0.426%x | 0.194#* | 0.125% 1 2.71|0.72

2+ AFelAE AFTHEE HASY] A8 tEI AL ES AAEIT SHESE 9
o] H& AHRAE Hole AT EATA We(dEEnsA) 9 270)9 g3
= SAE7] 9 ol SAMSTE 3FAd TG MEES ASH R HA
st A3 Folas 0.0504= 5709 ZRdo]l EF AEEATY. rHEHAE e A=
<¥6>, <HT7>, <H8>, <H9>, <H10>, <x11>F Ft}

JAHE] 319 5
tal A EES FH5HESFRE e U3 AR S Al
HESL ARuks 7ho] out# Ao A FoFa 0.05004 n|A 3}

FEFE VA= AoE YEtWTh AFHoR A
8.911, p#k 0.0000. 2 Fol= 0.050014 2Fw=
1= 3k S%3S B3k 0.310, tE A 5.790,
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4.3.3 AFNEHH AR FY AT

ARkt XA he] Al digk M-S HFE] flske] vEAE
A& sk 24 dn, B 0.511, t5AFF 10.283, pak 0.00002 fo4F
0.05914 ZHFrtHe AAAFA FoF JFS VA= ez vebgth uebA
ANRESS A FG Fold IS v e 73 ASHAT

— o O o (=30 = lfe)
3] P
B t ) B t )
() 24.646 0.000 10.037 0.000
A 0.085 1.480 0.140 —0.009 —0.177 0.860
A 0.132 2.285 0.023 0.133 2.674 0.008
o} = 0.019 0.332 0.740 —0.020 —0.402 0.688
AR 0.511 10.283 0.000
F 3.023 (p=0.030) 29.480 (p=0.000)
adi—R2_ 0.019 0.269

F) S5 AR

4.2.4 AFN=F wiAES AA

AAHEI uAXFY 7Ho] AACA AFwrel wyladE HAS] 9l
Baron and Kenny(1986)7} A|Al3F 3w-A 9] w7 3] &2 (three—step mediated re—
gression analysis)2 T3 A= < 9>¢ o FFWFHL U QHE
(Iud, Fsdhet aAxEY e AA A FE wisistes A2 Yelwth whef
Al 7hd H42 A A

<HE 9> AFWFe] v E HgA
=S HE 15HA] 2%HA| 3TEA
=HHE AT a1 24 %] &k A a1 74 %] &k A
! 0.116%#x 0.037 0.002
A= —0.046 0.099 0.113
B 0.008 —0.032 —0.034
om] A 0.456 0.323%xx 0.185%xx*
53 0.320 0.239s:#x 0.143*x
e ks 0.303%:xx
R® 0.516 0.277 0.321
Adi—R? 0.508 0.265 0.308
F 64.700%x 23.281#%x 23.91 8#:xx

) %53 Alg, ##p<0.05, #*#xp<0.01

A Qe 245 AA

=
A 24299 284 e o

5.2.4 AFAHHES} nAXEFA7e @A NA A ZH
AutHES} uAMA A 7k ApAA A A7}
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y'=2022+0.508x Y'=2.343+0461x

- y'=2.431+0.396x y'=2.645+0.350x%

=X 52 T ZNTH 2 Y
————————— FAX|H L2 W ———— . AT e
g2 wE
is el L — = 5%
5.25 7MH2HA TF
B Ao A] AAE AFIHES AZzHow AAS) AE FIeH <u¥ 12>9)
<2y 3>3 Z}h <Oy 3> AFRYEe HAY AES A H o R AT

<x 12> 7MEHA Ay T

714 Az ij%%iﬂ 2t pzt Kﬂg
Hla At HE(Qn]4) —> R ROhE 0.455 8.911 0.000 A=
Hlb AMYAE(§5E) — A2ers 0.310 5.790 0.000 ke
H2a AT HE (9]n]A]) — W7HR]EFA 0.319 5.126 0.000 A
H2b AL YHE(R5E) — TR FA 0.248 3.971 0.000 A=
H3 ABots — DAX|EA 0.511 10.283 0.000 A
H4a RS o asi(EgYs: 9ud) - - - A=
H4b ARUE ifa =L f59) - - - A=
Hoa | ZAX9] x2dawt ©fud«2AA|9) - - 0.000 A=
Hob | ZAXAY] 288w (Rod+«2AAY) - - 0.000 AR

0.455%%x
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