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The Impact of Transformational Leadership of Airline Flight Attendants

Manager on Customer Orientation: Testing the Mediating Effects of

Organizational Commitment
Yun Mi Park*

ABSTRACT

Recently, the airline industry has grown tremendously, and competition among airlines
has intensified. Therefore, the importance of airline’s service quality has been greatly
emphasized. The human service provided by the airline is the biggest service the customer
feels, so the customer orientation of the flight attendant is very important. The aim of this
study was to identify the mediating effects of organizational commitment on the relationship
among transformational leadership and customer orientation. As a results of the study,
transformational leadership had positive significant effects on organizational commitment and
job customer orientation. The results of this study imply that the organizational commitment

play significant mediating role between transformational leadership and customer orientation.

Key Words : Transformational leadership(¥ &4 2]t 4]), Customer orientation(iL 2 %] &4J),
Organizational commitment(Z2]&9%]), Airline Flight Attendants(Z3AF 5F)
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Table 2. Exploratory factor analysis
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