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A Research on Airline Customer Service Employees’ Characters and

their Service Attitudes focusing on K-Airline Service center
Sook Ja Ha* Kiwoong Kim**, Sungsik Park***, Dukjin Choi*

ABSTRACT

This paper tried to research a field employee’s character, its correlation to service
attitude and its impact on service using MBTI characteristics functional indicators,
working at airline customer service center. It is proved employees with Sensing -

Feeing(SF), Intuition - Feeling(NF) and

Intuition - Thinking(NT)

have showed lower

satisfaction on their duty than employees with Sensing - Thinking(ST) have. In analysis of
MBTI characteristics’ impact on organization-related characteristics, it is also found out
employees with Sensing - Feeing(SF) and Intuition - Feeling(NF) have showed lower trust
than employees with Sensing - Thinking(ST) have. Considering other controled factors, this

paper found that the more job satisfaction employees have, employees with 1 to 5 years

of experience on their duty showed more significant service-focused attitude. Moreover,
deputy directors or high-ranked people with the higher job satisfaction were seemed to

be more service-oriented.

Key Words : 42|38 HAHMBTI : Myers-Briggs Type Indicator), A1¥]2=A41E](Service center),

AR, Ml 28 X (Service Attitudes),
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