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ABSTRACT

Purpose: The purpose of this study is to analyze the effect of self-leadership on self-efficacy and customer
orientation and to verify whether there is a mediating effect of self-efficy on the relationship between
self-leadership and customer orientation.

Methods: To verify these research problems, the subjects of this study were a total of 300 Korean cabin
crew members working for domestic and foreign airlines who received distributed questionnaires and 247
copies wee analysed using the SPSS 20.0 program.

Results: First, it can be seen that the self-leadership of airline cabin crew has a significant positive (+)
effect on self-efficacy, indicating that self-leadership has a positive effect on the self-efficacy of the members
of the organization. Second, it was found that self-efficacy had a positive (+) effect on the customer orientation
of airline cabin crew, and it was analyzed that self-efficacy played a partial mediating role in the relationship
between self-leadership and customer orientation. Third, it was found that self-leadership had a positive
(+) effect on customer orientation, and it was proved that behavior-oriented strategy, constructive accident
pattern, and natural compensation strategy, which are three sub—factors of self-leadership of cabin crew,
have an influence on customer orientation.

Conclusion: based on these findings, the theoretical and practical implications of this study and directions
for future research were presented.
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Table 1. Operational Definition

Detailed Factor

Construct Definition (Number of Ttems) Previous Study
behavioral-focused
A self-influence process through strategies(6) Prussia, et al. (1998),
; . R Neck & Houghton(2002)
Self which to achieve the self-direction | natural reward Lee. SH. (2011)
Leadership and self-motivation necessary to strategies(6) N ’

perform

constructive thought
pattern strategies(8)

Son, M.H (2014),
Lee, J. E. (2015)

Self-Efficacy

An individual's belief in one’s ability
to control behaviors necessary to
achieve goals

(12)

Bandura (1977),
Chen et al. (2001),
Oh, J.Y. (2015)

Customer
Orientation

The attitude or behavior of service
providers who aim to satisfy
customers by identifying customer
needs and values.

Business customer
orientation(3)

Voluntary customer
orientation(5)

Saxe & Weitz (1982),
Kim, S.H. (2010),
Jung, J.Y. (2014)
Lee, J. E. (2015)

5. 9423}

5.1 ¥Eo] EX

slle] F3Ael Lok BEe AASRAL o AEEAE Agste] 30059 AR}
=]

=
EE 24759 ARARI BARA AHYT NERANE B SHAE o

o
ol

Table 2. Demographic characteristics

Variable characteristic Frequency % Variable characteristic Frequency %
Male 46 18.6 Cabin crew 168 12.6
Gender
Female 201 81.4 Senior cabin crew 50 68.0
Position
20729A| 97 39.3 Purser 27 20.2
Age 307394 147 59.5 Senior puser 2 109
404 ]2 3 1.2 Under 3 years 78 0.8
Marital Single 115 46.6 3-5 71 31.6
Status Married 132 53.4 5-7 57 28.7
Career
College 28 11.3 7-9 31 23.1
Bachelor 216 874 9-11 3 12.6
Education
Above 11 7 2.8
Graduate 3 1.2
Total 247 100.0
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%

ol B0 SAs A s o] SHARIE dnt
A

Aoz B AFAME Fdt Jidel tial] w4 &4 Ak&e] 21248 YER= Cronbach alpha(> 0.6) 343 7]
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Table 3. Validity of Independent Variables(Self Leadership)

. % of
Construct Fact.or Eigen Cr(?nba Explained
loading Value ch's a .
Variance
When [ have a problem with my work, I solve it
0.818
myself.
I like to solve problems on my own. 0.751
. I want to develop problems solving skills. 0.692
constructive
thought I think backwards to figure out how to solve the 0.655 5731 0.840 38.906
pattern problem by myself.
strategies I decide in my mind how to solve the problem. 0.585
I take action to solve the problem by myself. 0.563
I think about positive ways to change my work 0.490
positively. '
I can do it myself. 0.766
I take notes on things that will help my work. 0.731
behavioral-
focused I set goals for work and improve my work 0.701 1.688 0.761 11.251
strategies performance. '
I always keep an eye on and check my work 0.629
progress. '
[ am trying to do more than my duty calls. 0.706
[ try to expand on what I can do. 0.695
natural reward
strategies I try to make efforts to obtain qualifications 0.667 1.491 0.735 9.942
related to the task in charge. '
[ find more work that I'm responsible for. 0.616
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Table 4. Validity of Mediated and Dependent Variables

Factor Eigen Cronbach's % (.)f
Construct . Explained
loading Value a .
Variance
I can handle whatever comes my way. 0.847
I am not afraid to make mistakes and be
. . . . 0.833
confident in doing my duties.
I can remain calm when facing difficulties. 0.831
I'beh'eve I can handle dangerous 0.801
situations
Seli- I 'flm confident that I could deal efficiently 0.748
. with unexpected events. 6.936 0.921 43.352
Efficacy
I can manage to solve difficult problems 0.744

if I try hard enough.

I can overcome the stress of flight work 0.700

I can find the cause and effect of abnormal

L . 0.647
situations related with my customers

[ can make good use of information in

flight work. 0.621

[ try to provide more than customer needs 0.797

[ think friendly personal relationships with
customers are important

Voluntary | 1 try to know what I need from the 0.709 2.169 0.755 13.554
customer’s point of view '

0.779

I try to provide the service from the

) . . 0.585
customer’s point of view

Customer
Orientation

[ try to provide all the information the

0.850
customer wants

[ try to answer the customer's questions

Work
correctly

0.767 1.309 0.754 8.179

I give as honest an answer as possible to

) . 0.553
a customer s question

o} g S FANEY EAS EoFE F8 E(summated scale)E ARSI THHair et al., 1995). £414
H

[
hz <E 5>9F e, aql 1o uA wWeke] 7hd WEkt o} V|E BEAo] S5Era & 4 v
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Table 5. Correlation Matrix among Factor

behavioral- constructive
natural reward thought . Customer
focused . Self-Efficacy . .
. strategies pattern Orientation
strategies .
strategies
behavioral-focused 1
strategies
natural rgward 0.373 1
strategies
constructive thogght 0510" 0571 1
pattern strategies
Self-Efficacy 0.669™" 0.504™ 0.368"" 1
Customer 0.485™ 0.561" 0.544"" 0.507" 1
Orientation

Note) ##xP<0.01

5.3 7MAHA

5.3.1 Azelcio] A Esgtel plxE 3

[Re)
¢

B Ao M AAE Az A7) a5l vxe g3 B3 A5E s dsIARAE 9 B4

= <3 6> Zrt AxEgile] Alasitel d3s vA = 3942 Fik 93.455(P<0.01)E TAA SR 9
gk 210 % vEpyith

wAAANE A EE Axuiel 9] A4 Al tigk vsEEs AB)7) 689, P 0.0002.% o]t
] 27| sl A+)9] dEE mAE Aow vEebgow, AdA Babd ekl oigk v st Al(B)7E 343, Pk
2 0.0002.2 froJste] 27| asstel A(+)e] &S A= As & 4 vk v Ayl 144 Abaafe
o &t v E 23} A5B)7F -.160, P 0.0100.2 §-213ke] A7) &5zt H(-)2] 9aS nx= Aoz Lyelyt
oh kA 7L FEA R AEEIT

Table 6. Analysis Result between Self-leadership and Self-Efficacy

Non-Std. Coefficient Std. Coefficient

Valuables t-value p-value
B SE B
Constant 0.307 0.226 1.359 0.175
behavioral-focused strategies 0.689 0.058 0.611 11.935 0.000
natural reward strategies 0.343 0.051 0.362 6.759 0.000
constructive thought pattern | _ 15, 0.062 ~0.151 ~2.605 0.010
strategies

R2=0.536 Adj-R2=0.530 F=93.455"

Note) #+#p<0.01
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Table 7. Analysis Result between Self-Efficacy and Customer Orientation

Non-Std. Coefficient St,d .
Valuables Coefficient t-value p-value
B SE B
Constant 2.369 0.160 14.765 .000
Self-Efficacy 0.385 0.042 .507 9.208 .000

R2=0.257 Adj-R2=0.254 F=84.787""

Note) #+#p<0.01

5.3.3 Az 4o] IAXFY | n|Ae FF

Aol aAAFA vIA= G At 4TS HAs) BT IATAE F dabs <& 8>3 o] Yehdte
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Table 8, Analysis Result between Self-leadership and Customer Orientation

Non-Std. Coefficient St.d B
Valuables Coefficient t-value p-value
B SE B

Constant 1.348 0.190 7.112 0.000

behavioral-focused strategies 0.208 0.048 0.243 4.289 0.000

natural reward strategies 0.246 0.043 0.342 5.768 0.000

constructive thought pattern | ; g, 0.052 0.226 3.531 0.010
strategies

R2=0.432 Adj-R2=0.425 F=61.702""

Note) ##xp<0.01
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Table 9. Result of Hypothesis test

No Hypothesis Result
H1. | Causal Relationship between Self-leadership and Self-Efficacy Partial Support
H2. | Causal Relationship between Self-Efficacy and Customer Orientation Support
H3 | Causal Relationship between Self-leadership and Customer Orientation Support
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Table 10. Result of Mediated Effect 1 (IV: Behavioral-focused strategies)

V“fzjge Model 1 Model 2
Behavioral-focused strategies 0.485™ 0.264™
Self-Efficacy 0.330"
R2 0.235 0.296
Adj-R2 0.232 0.290
F 75.451 96.325

Note) &% Customer Orientation, Std. Coefficient, #++ p<0.01

Table 11. Result of Mediated Effect 2 (IV: Natural reward strategies)

Vl\ei[r(;jslle Model 1 Model 2

Natural reward strategies 0.561™ 0.410™
Self-Efficacy 0.301™

R2 0.315 0.296

Adj-R2 0.312 0.290

F 112.554 139.18

Note) 4= Customer Orientation, Std. Coefficient, =+ p<0.01
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