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ABSTRACT

Purpose: This study attempted to analyze how the ego state of flight attendants affects their job satisfaction
and customer orientation using Berne’s (1966) transactional analysis and further compare the difference be—
tween job satisfaction and customer orientation depending on demographic characteristics, position, and ego
state.

Methods: The data was collected by using the structured questionnaires to flight attendant of major airline
companies. The proposed research model is tested using 164 valid questionnaires using SPSS 23 and Smart
PLS 2.

Results: This research indicated the only free child ego sate among ego state factors of flight attendant
was found to have a positive impact on job satisfaction. In the relationship between ego states and customer
orientation, all ego state factors were found to have a significant influence on customer orientation.
Conclusions: The study offered a theoretical and empirical foundation for future research by empirically identi-
fying the relationship between ego state factors and customer orientation in the in—flight service and suggested
the strategic implications to increase job satisfaction and customer orientation based on the psychology and
ego state of flight attendant.
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Figure 1. Transactional Analysis
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Figure 2. Psychological Energy Level and Disposition According to Ego State
* Source: Yoon(2005)
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Table 1. Demographic Characteristics

Classification Frequency %

Men 15 9.1

Gender Women 149 90.9
Total 164 100.0

20s 33 20.1

30s 79 48.2

Age 40s 41 25.0
More than 50s 11 6.7
Total 164 100.0

Less than 1 year 1 .6

1 ~ 4 years 28 17.1

Continuos service 5 ~ 9 years 61 37.2
period 10 ~ 14 years 26 15.9
More than 15 years 48 29.3
Total 164 100.0

Stewardess 57 34.8

Steward 5 3.0

Assistant Purser 60 36.6

Position

Purser 34 20.7

Senior Purser 8 4.9

Total 164 100.0
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Table 2. Correlation Matrix of Variables

A AC CO CP FC JS NP
Al 0.730 0.005 0.366 -0.39%4 0.213 0.264 0.194
A2 0.706 -0.077 0.326 -0.283 0.210 0.211 0.235
A3 0.762 0.093 0.392 -0.206 0.372 0.346 0.270
A4 0.733 0.142 0.292 -0.216 0.139 0.083 0.263
A5 0.785 0.106 0.371 -0.142 0.272 0.264 0.295
A6 0.732 0.163 0.257 -0.072 0.270 0.172 0.180
A7 0.756 0.111 0.463 -0.279 0.270 0.293 0.280
AC5 -0.061 0.795 0.146 0.092 -0.011 0.087 0.331
AC6 0.060 0.832 0.299 0.043 0.004 0.144 0.303
AC8 0.167 0.841 0.322 -0.018 0.153 0.203 0.299
01 0.452 0.352 0.863 -0.378 0.334 0.480 0.479
02 0.381 0.311 0.840 -0.272 0.361 0.553 0.457
03 0.477 0.223 0.830 -0.422 0.341 0.496 0.462
C05 0.423 0.309 0.845 -0.357 0.357 0.418 0.432
CP2 -0.204 0.088 -0.229 0.782 0.091 -0.099 -0.064
CP4 -0.233 0.002 -0.329 0.726 0.019 -0.154 -0.139
CP6 -0.231 0.000 -0.319 0.746 0.036 -0.147 -0.120
CP8 -0.276 0.025 -0.324 0.725 -0.079 -0.211 -0.213
FC4 0.182 0.093 0.218 0.131 0.897 0.143 0.123
FC5 0.195 -0.032 0.233 0.080 0.792 0.188 0.218
FC7 0.360 0.141 0.352 -0.118 0.788 0.359 0.322
FC9 0.192 -0.016 0.277 0.037 0.880 0.211 0.130
JS1 0.269 0.099 0.451 -0.188 0.287 0.902 0.277
JS2 0.301 0.089 0.475 -0.188 0.306 0.916 0.281
JS3 0.298 0.140 0.455 -0.165 0.331 0.921 0.329
JS4 0.244 0.107 0.372 -0.227 0.213 0.833 0.241
JS5 0.064 0.085 0.237 -0.035 0.160 0.693 0.110
JS6 0.409 0.351 0.677 -0.216 0.379 0.741 0.433
NP1 0.298 0.144 0.469 -0.150 0.298 0.367 0.748
NP3 0.156 0.166 0.323 -0.075 0.291 0.275 0.777
NP4 0.121 0.450 0.292 -0.040 0.138 0.168 0.752
NP5 0.203 0.258 0.256 -0.092 0.192 0.210 0.752
NP7 0.336 0.415 0.472 -0.252 0.198 0.258 0.737
NP8 0.294 0.261 0.385 -0.156 0.169 0.208 0.730
s Ar o 2ok, AC: =84 ojglolxtol, (0: wAXGFA, P ulgH olmel e}, FC: AR o Felxfel, Js:
A5 N G5 ofulo] Ao}
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Table 3. PLS Model of Variables

AVE C.R R Square Redundancy
A 0.588 0.869
AC 0.590 0.809
Co 0.727 0.914 0.635 0.104
CpP 0.529 0.817
FC 0.565 0.776
JS 0.706 0.934 0.264 0.049
NP 0.599 0.856
Goodness of Fit 0.213
s A ol Z2Apok, AC: 84 of ol Ao}, (0 AN G, (P: u]HA of oo}, FC: AL o] ol R}, JS:
ARGE N F5A ofufo] Aol
WA Y] A AYEs wAEAS YEhE Redundancy®l BE ghol "k’“e 7|0 dtofd A
9] Redundancy AA AgeE= A7) gl Ao2 e tHKim et al., 2015) . o7 ARRI] HIdr=

PLS 2389 HA A= (Good of Fit) o= HF718HA =W 1 g2 H4 0.1& 7]ZOE ato] & Aol A ARE-sh=

PLS B39 A A= 021382 7|EAE A8e] d=EFe A Al TAE §le Ao yepdt
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Table 4. Result of Hypothesis Testing

Route o) STD STD Error T Result
H1 CP—>JS -0.122 0.097 0.097 1.259 Reject
H2 NP->JS 0.178 0.127 0.127 1.397 Reject
H3 A=>JS 0.147 0.102 0.102 1.440 Reject
H4 FC->JS 0.254 0.106 0.106 2.409 Accept
H5 AC—>JS 0.089 0.111 0.111 0.805 Reject
H6 CP—>C0 -0.276 0.070 0.070 3.919 Accept
H7 NP—>CO 0.190 0.080 0.080 2.387 Accept
H8 A—>CO 0.170 0.067 0.067 2.524 Accept
H9 FC—>C0 0.174 0.065 0.065 2.671 Accept
H10 AC—>C0 0.218 0.079 0.079 2.758 Accept
H11 JS—=>C0 0.270 0.081 0.081 3.342 Accept

« CP: H1FHE ojslo| o}, NP: % ofujolxjol, A: o}&xjol, FC: AHF2E ofzlolel, AC: 84 ofeo|xjo},

CO: AAAFA

A FEA AASTA] AobgEish TAAGEY 7He] BA e}ﬁaw BE Aopgeit aAA G o
@ G WAL Ao Ueeth S HwA ofuo AS AANGHE] FHHA FRL mAE
e AobaElsh thesl F44 0.2760.2 TAAGe] P9 dFS R Ao Uk B, 470
3 AN 7ke] WAL 2AA] 0.270, t 7 3.3428 AFHo] AN FHH FFL wAE Ao
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Table 5. Frequency Analysis of Ego State of Samples

Cp NP A FC AC Total
Frequency 6 49 37 24 48 164
Percent (%) 3.7 29.9 22.6 14.6 29.3 100

« CP: ulg) ojujolzjol, NPt k4 ofmolzjel, A: ofio]xfol, FC: A28 ofglo]xol, AC: 454 ofglo] o}

4,51 g & EqSat a2 9] ZjolHA
Aol wg FENEy Az Aol A S Ao BAHRA A= olgl9] Table 63 £l &
AREAe] Avt, Ayl wE aAXFIe] Aol folFE(p) 0.2162% 7IEA 0.055 i}sﬂ el 7t §li=
o= L}E}Mﬁb} 317301 w2 RS 9085 (p) 0.0030.2 7)FX 0.050)8+2 Ve Aol whel &3

rE >>L

Table 6. Result of >X2 Test Between Position

Variables Classification X2 Free Model F Sig.
Between group 11.155 4

JS Within group 107.117 159 4.139 .003
Total 118.271 163
Between group 2.818 4

CO Within group 76.604 159 1.462 .216
Total 79.422 163




Moon et al. ‘The Effect of Flight Attendant’” s Ego State on Job Satisfaction and Customer Orientation—Focused on Transactional Analysis— 147

4.5.2 Aopdeiel mE 2Tk 17—111155 ge] ze1dH

B Al AAERUES] AebEIe e Aol FE ) S AER 4 STUES] Aok
e BRaiolnh AfolaE o9 u2 A é—r)r a0 atelg HAEY] ek A oR APt w
2 ARuSa 1A BN Avks okdlel Table 79 ek

Table 7. Result of X2 Test Between Ego Difference

Variables Classification >X? Free Model F Sig.
Between group 6.011 4

JS Within group 112.260 159 2.128 .080
Total 118.271 163
Between group 14.267 4

Cco Within group 65.155 159 8.704 .000
Total 79.422 163

Table 7oA el

0.05% 313} Aot g
2 aAA G -

g

o] fo)8E(p)e 0.08% 7]EA

Table 8. Result of Post—-Hypothesis Testing

(») 0.0000.2 e} Afobeld]

Average
Dependent Variables (I) Group (J) Group Subtraction Sig.
(I-1)
NP -1.62755" .000
A -1.39865" .000
CO Scheffe CP
FC -1.47917" .000
AC -1.43229" .000

« COt AN, CP: HlRA ojwlol ok, NP: & ofujo]xfel,
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Table 9. Result of Interaction Effects
2:?%?22 Source df Mean Square F Sig. Explanatory Power
Corrected Model 20 1.118 1.667 .046
Intercept 1 602.474 898.228 .000
Ego State 4 .954 1.422 .230
Position 4 3.207 4.781 .001 R Squared=.189
JS (Adjusted R
Ego State * Position 12 .315 .469 .930 Square=.076)
Error 143 671
Total 164
Corrected Total 163
Corrected Model 20 1.010 2.439 .001
Intercept 1 728.483 1759.072 .000
Ego State 4 1.863 4.499 .002
Position 4 .628 1.518 .200 R Squared=.254
(00] (Adjusted R
Ego State * Position 12 .233 .563 .869 Square=.150)
Error 143 414
Total 164
Corrected Total 163
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